Transportation Incidents Report
3/1/2010 to 3/31/2010 as of 4/1/2010

|Transportation I

First Contact Resolution

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.
Cells displayed show the number of incidents resolved on first contact during the reporting period.

Top Number - Total Incidents
Bottom Number - FCR Met

High Low Medium Total
Application Error BlackBerry 0 1
Enterprise 0 0
Total 0 1
0 0
Total 0 1
0 0
Mobile Devices Error None 0 1
0 0
Total 0 1
0 0
Total 0 1
0 0
0 2
0 0
EIS Hardware None None 0 1
0 0
Total 0 1
0 0
Printer None 0 1
0 0




High Low Medium Total
EIS Hardware Printer Total 1 0 1
0 0 0
Total 2 0 2
0 0 0
2 0 2
0 0 0
_No Tier 2 None None 1 1 2
0 0 0
Total 1 1 2
0 0 0
Total 1 1 2
0 0 0
Application Error Utah Master 1 0 1
Directory 1 0 1
Total 1 0 1
1 0 1
Password PGP 2 0 2
2 0 2
Utah Master 21 0 21
Directory 12 0 12
Total 23 0 23
14 0 14
Total 24 0 24
15 0 15
Telecom None None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 1 0 1
0 0 0
26 1 27
15 0 15




High

Low

Medium

Total

_No Tier 2 None None 80 0 80
71 0 71

Total 80 0 80

71 0 71

Total 80 0 80

71 0 71

Application Error None 13 0 13
13 0 13

Total 13 0 13

13 0 13

None None 11 0 11

11 0 11

Total 11 0 11

11 0 11

Password None 1 0 1

0 0 0

Total 1 0 1

0 0 0

Total 25 0 25

24 0 24

Mobile Devices Error BlackBerry 1 0 1
1 0 1

Total 1 0 1

1 0 1

Total 1 0 1

1 0 1

Network Error None 2 0 2
2 0 2

Total 2 0 2

2 0 2

Incident None 2 0 2




High Low Medium Total
Network Incident Total 2 0 2
1 0 1
None None 2 0 2
2 0 2
Total 2 0 2
2 0 2
Password None 2 0 2
2 0 2
Novell Client 1 0 1
for 32-bit 1 0 1
Total 3 0 3
3 0 3
Total 9 0 9
8 0 8
PC/Laptop Error None 7 0 7
7 0 7
Total 7 0 7
7 0 7
Hardware None 4 0 4
4 0 4
Total 4 0 4
4 0 4
None None 33 0 33
33 0 33
Total 33 0 33
33 0 33
Password None 1 0 1
1 0 1
Total 1 0 1
1 0 1
Performance None 8 0 8
8 0 8




High

Low

Medium

Total

PC/Laptop Performance Total 8 0 8
8 0 8

Virus None 12 0 12

12 0 12

Total 12 0 12

12 0 12

Total 65 0 65

65 0 65

Print/Copy/Sca Error Code None 3 1 4
n/Fax 3 1 4
Total 3 1 4

3 1 4

Incident None 3 0 3

3 0 3

Total 3 0 3

3 0 3

None None 7 0 7

7 0 7

Total 7 0 7

7 0 7

Paper Jam None 1 0 1

1 0 1

Total 1 0 1

1 0 1

Toner/Fuser/Ink None 1 0 1

1 0 1

Total 1 0 1

1 0 1

Total 15 1 16

15 1 16

Server None None 0 1 1




High

Low

Medium

Total

Server None Total 0 1
0 1

Total 0 1

0 1

Wireless None None 1 1
Connectivity 1 1
Total 1 1

1 1

Total 1 1

1 1

196 198

185 187

_No Tier 2 None None 12 14
1 1

Total 12 14

1 1

Total 12 14

1 1

Application Error None 0 1
0 0

Total 0 1

0 0

Total 0 1

0 0

12 15

1 1

_No Tier 2 None None 2 2
0 0

Total 2 2

0 0

Total 2 2

0 0




High

Low

Medium

Total

0

0

_No Tier 2 None None 0
0

Total 0

0

Total 0

0

Application Error Internet 0
Explorer 0

Novell 0

GroupWise 0

Project 0

Development 0

Total 0

0

Password Utah Master 0

Directory 0

Total 0

0

Total 0

0

Mobile Devices Error Novell 0
GroupWise 0

VZAccess 0

Manager 0

Total 0

0

Total 0

0

Network Error VZAccess 0
Manager 0




High

Low

Medium

Total

Network Error Total 0
0

Incident None 0
0

Total 0

0

Password Novell Client 0
for 32-bit 0

Novell 0

ConsoleOne 0

Total 0

0

Total 0
0

PC/Laptop Error Google Earth 0
0

Microsoft Office 0

XP 0

Microsoft Word 0

0

Novell Client 0

for 32-bit 0

Total 0

0

Password Microsoft 0
Windows XP 0

Total 0

0

Virus Microsoft 0
Windows XP 0

Symantec 0

Endpoint 0




High

Low

Medium

Total

PC/Laptop Virus Total 2 0 2
2 0 2

Total 7 0 7

7 0 7

Print/Copy/Sca Incident None 1 0 1
n/Fax 1 0 1
Total 1 0 1

1 0 1

Total 1 0 1

1 0 1

23 0 23

17 0 17

_No Tier 2 None None 93 1 94
91 1 92

Total 93 1 94

91 1 92

Total 93 1 94

91 1 92

Application Error Contivity VPN 1 0 1
Client 1 0 1

Corel 9 0 9

WordPerfect 9 0 9

electronic 2 0 2

Project 2 0 2

Employee 5 0 5

Gateway 5 0 5

Internet 3 0 3

Explorer 3 0 3

Microsoft 2 0 2

Access 2 0 2

Microsoft 1 0 1

Access 2003 1 0 1




Application

High Low Medium Total
Error Microsoft Office 1 0 1
2003 1 0 1
Microsoft Office 1 0 1
XP 1 0 1
Microsoft 1 0 1
Windows XP 1 0 1
None 3 0 3
2 0 2
Novell 5 0 5
GroupWise 5 0 5
Novell 1 0 1
GroupWise 0 0 0
Novell 1 0 1
Messenger 1 0 1
PrintKey-Pro 1 0 1
1 0 1
Project 2 0 2
Development 2 0 2
Total 39 0 39
37 0 37
None Employee 1 0 1
Gateway 1 0 1
Total 1 0 1
1 0 1
Password Cisco Secure 1 0 1
VPN Client 1 0 1
Cisco Systems 1 0 1
VPN Client 1 0 1
Employee 2 0 2
Gateway 2 0 2
Microsoft 1 0 1
Access 1 0 1




High Low Medium Total
Application Password Microsoft 1 0 1
Windows XP 1 0 1
None 1 0 1
1 0 1
Novell 1 0 1
GroupWise 0 0 0
Total 8 0 8
7 0 7
Reporting Cisco Secure 1 0 1
VPN Client 1 0 1
Corel 1 0 1
WordPerfect 1 0 1
Employee 4 0 4
Gateway 4 0 4
Microsoft 1 0 1
Access 1 0 1
Novell 12 0 12
GroupWise 12 0 12
Novell 2 0 2
GroupWise 2 0 2
Total 21 0 21
21 0 21
Total 69 0 69
66 0 66
EIS Hardware PC/Laptop None 1 0 1
1 0 1
Total 1 0 1
1 0 1
Printer None 1 0 1
1 0 1
Total 1 0 1




High

Low

Medium

Total

EIS Hardware Total 2 0 2
2 0 2

Mobile Devices Error BlackBerry 1 0 1
1 0 1

None 1 0 1

1 0 1

Total 2 0 2

2 0 2

Total 2 0 2
2 0 2

Network Error None 2 0 2
0 0 0

Total 2 0 2

0 0 0

Password Employee 1 0 1
Gateway 1 0 1

State Payroll 1 0 1

Time Entry 1 0 1

Total 2 0 2

2 0 2

Performance Employee 1 0 1
Gateway 1 0 1

None 4 0 4

4 0 4

Novell Client 2 0 2

for 32-bit 2 0 2

Novell Netware 1 0 1

Connect 1 0 1

Total 8 0 8

8 0 8

Total 12 0 12
10 0 10




PC/Laptop

High Low Medium Total

Error None 6 0 6
6 0 6

Symantec 1 0 1

Endpoint 0 0 0

Total 7 0 7

6 0 6

Hardware None 7 0 7
6 0 6

Total 7 0 7

6 0 6

Password PGP 1 0 1
1 0 1

Total 1 0 1

1 0 1

Performance Microsoft 1 0 1
Windows XP 1 0 1

None 1 0 1

0 0 0

Norton 1 0 1

AntiVirus for 1 0 1

Novell Client 1 0 1

for 32-bit 1 0 1

PGP 1 0 1

1 0 1

Symantec 1 0 1

AntiVirus 1 0 1

Total 6 0 6

5 0 5

Virus None 5 0 5
2 0 2

Virus Secure 1 0 1

for Windows 1 0 1




High

Low

Medium

Total

PC/Laptop Virus Total 6 0 6
3 0 3

Total 27 0 27
21 0 21

Print/Copy/Sca Error Code None 1 0 1
n/Fax 0 0 0
Project 1 0 1

Development 1 0 1

Total 2 0 2

1 0 1

Incident Advanced LAN 1 0 1
Scanner 1 0 1

None 4 0 4

4 0 4

WebScan 1 0 1

1 0 1

Total 6 0 6

6 0 6

None None 4 0 4
0 0 0

Total 4 0 4

0 0 0

Paper Jam None 1 0 1
1 0 1

Total 1 0 1

1 0 1

Queue PDF Converter 1 0 1
1 0 1

Total 1 0 1

1 0 1

Total 14 0 14
9 0 9




High

Low

Medium

Total

Remote
Connectivity

Performance

Total

Telecom

_No Tier 2

Dial Tone

Hardware

None

Total

None

None 1 1
1 1

Total 1 1
1 1

1 1

1 1

None 1 1
0 0

Total 1 1
0 0

None 1 1
1 1

Total 1 1
1 1

None 1 1
1 1

Total 1 1
1 1

3 3

2 2

223 224

204 205

Adobe Acrobat 1 1
8.0 1 1
Adobe 2 2
Contribute 2 2
Adobe Reader 1 2
1 2

ArcGIS 1 1
1 1

Business 0 1
Intelligence 0 1




High Low Medium Total

_No Tier 2 None CutePDF Pro 0 2 0
(Evaluation) 0 2 0
electronic 0 5 0
Project 0 5 0
Employee 0 1 0
Gateway 0 1 0
FreeFTP 0 0 1
0 0 1

Internet 0 1 0
Explorer 0 1 0
Microsoft Office 0 1 0
Professional 0 1 0
Microsoft 0 1 0
Windows XP 0 0 0
Microsoft 0 1 0
Windows XP 0 0 0
None 0 1 0
0 0 0

Novell 0 2 0
ConsoleOne 0 2 0
Novell 0 3 1
GroupWise 0 3 1
Novell 0 1 1
GroupWise 0 1 1
PGP for 0 1 0
Windows 0 1 0
Primavera 0 1 0
0 1 0

PrintKey-Pro 0 1 0
0 1 0

Project 0 2 0
Development 0 2 0




High

Low

Medium

Total

_No Tier 2 None Roxio Media 1 0 1
Manager 1 0 1

State Payroll 2 0 2

Time Entry 2 0 2

Sybase SQL 1 0 1

Advantage 1 0 1

Symantec 1 1 2

Endpoint 0 1 1

Total 34 6 40

30 6 36

Total 34 6 40
30 6 36

Application Error Novell 1 0 1
GroupWise 1 0 1

Total 1 0 1

1 0 1

None Microsoft 1 0 1
Windows XP 1 0 1

Novell 4 0 4

GroupWise 0 0 0

Novell 1 0 1

Messenger 0 0 0

ProjectWise 1 0 1

0 0 0

Total 7 0 7

1 0 1

Total 8 0 8
2 0 2

Mobile Devices Error BlackBerry 1 0 1
Configuration 1 0 1

BlackBerry 1 0 1

Enterprise 1 0 1




High Low Medium Total
Mobile Devices Error Microsoft 1 1
ActiveSync 1 1
None 3 3
1 1
Novell 0 1
GroupWise 0 1
Total 6 7
4 5
Total 6 7
4 5
Network Error None 0 2
0 2
Novell Client 2 2
for 32-bit 1 1
Total 2 4
1 3
Incident Mozilla Firefox 1 1
1 1
None 3 4
2 3
Novell 1 1
GroupWise 1 1
Video Phone 0 1
0 1
Total 5 7
4 6
None None 1 1
0 0
Total 1 1
0 0
Password Employee 1 1

Gateway




High Low Medium Total
Network Password Finance Data 1 0 1
Warehouse 1 0 1
Microsoft 2 0 2
Windows XP 2 0 2
None 5 1 6
5 1 6
Total 9 1 10
9 1 10
Performance None 3 0 3
2 0 2
Total 3 0 3
2 0 2
Virus Symantec 0 1 1
Endpoint 0 1 1
Total 0 1 1
0 1 1
Total 20 4 26
16 4 22
PC/Laptop Error Microsoft 1 2 3
Windows XP 1 2 3
None 2 0 2
1 0 1
Total 3 2 5
2 2 4
Hardware Canon Digital 1 0 1
Camera 1 0 1
None 6 2 8
5 2 7
Total 7 2 9
6 2 8
Performance Microsoft 1 0 1
Windows XP 1 0 1




High

Low

Medium

Total

PC/Laptop Performance None 2 0 2
1 0 1

Novell 1 0 1

GroupWise 1 0 1

Total 4 0 4

3 0 3

Virus None 2 0 2
1 0 1

Total 2 0 2

1 0 1

Total 16 4 20
12 4 16

Print/Copy/Sca Error Code Microsoft 1 0 1
n/Fax Windows XP 1 0 1
None 1 0 1

1 0 1

Sharpdesk 1 0 1

1 0 1

Total 3 0 3

3 0 3

Incident None 7 1 8
6 1 7

Total 7 1 8

6 1 7

None None 1 0 1
0 0 0

Total 1 0 1

0 0 0

Paper Jam None 1 0 1
1 0 1

Total 1 0 1




High Low Medium Total
Print/Copy/Sca Queue Microsoft 1 1
n/Fax Windows XP 1 1
None 2 2
0 0
Total 3 3
1 1
Total 15 16
11 12
Remote Error None 1 1
Connectivity 0 0
Total 1 1
0 0
Total 1 1
0 0
Telecom Call/Receive None 1 1
0 0
Total 1 1
0 0
Dial Tone None 2 2
2 2
Total 2 2
2 2
Feature Novell 1 1
GroupWise 1 1
Total 1 1
1 1
Voice Mail None 1 2
1 2
Total 1 2
1 2
Total 5 6
4 5




Wireless
Connectivity

Telecom

High Low Medium Total
Performance None 0 1 1
0 1 1
Total 0 1 1
0 1 1
Total 0 1 1
0 1 1
105 18 125
79 18 99
Call/Receive None 0 1 1
0 0 0
Total 0 1 1
0 0 0
Coverage Path None 1 0 1
0 0 0
Total 1 0 1
0 0 0
CrossTalk/Nois None 1 0 1
e/Static 0 0 0
Total 1 0 1
0 0 0
Dial Tone None 2 0 2
0 0 0
Total 2 0 2
0 0 0
Feature None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Hardware None 1 0 1
0 0 0
Total 1 0 1
0 0 0




High

Low

Medium

Total

Telecom

Telecom

Voice Mail

Hardware

—_

628
524




Missed Initial Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards.

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and

Critical within 30 clock minutes.
Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period.

Top Number - Total Incidents

®

Bottom Number - Missed Inital Respons

High Low Medium Total
Application Error BlackBerry 0 1 0 1
Enterprise 0 1 0 1
Total 0 1 0 1
0 1 0 1
Total 0 1 0 1
0 1 0 1
Mobile Devices Error None 0 1 0 1
0 0 0 0
Total 0 1 0 1
0 0 0 0
Total 0 1 0 1
0 0 0 0
0 2 0 2
0 1 0 1
EIS Hardware None None 0 1 0 1
0 0 0 0
Total 0 1 0 1
0 0 0 0
Printer None 0 1 0 1
0 0 0 0
Total 0 1 0 1
0 0 0 0
Total 0 2 0 2
0 0 0 0




High Low Medium Total
0 2 2
0 0 0
_No Tier 2 None None 0 1 2
0 0 0
Total 0 1 2
0 0 0
Total 0 1 2
0 0 0
Application Error Utah Master 0 1 1
Directory 0 0 0
Total 0 1 1
0 0 0
Password PGP 0 2 2
0 0 0
Utah Master 0 21 21
Directory 0 2 2
Total 0 23 23
0 2 2
Total 0 24 24
0 2 2
Telecom None None 0 1 1
0 0 0
Total 0 1 1
0 0 0
Total 0 1 1
0 0 0
0 26 27
0 2 2
_No Tier 2 None None 0 80 80
0 19 19
Total 0 80 80
0 19 19




High

Low

Medium

Total

_No Tier 2 Total 80 0 80
19 0 19

Application Error None 13 0 13
4 0 4

Total 13 0 13

4 0 4

None None 11 0 11

0 0 0

Total 11 0 11

0 0 0

Password None 1 0 1

1 0 1

Total 1 0 1

1 0 1

Total 25 0 25

5 0 5

Mobile Devices Error BlackBerry 1 0 1
1 0 1

Total 1 0 1

1 0 1

Total 1 0 1

1 0 1

Network Error None 2 0 2
1 0 1

Total 2 0 2

1 0 1

Incident None 2 0 2

0 0 0

Total 2 0 2

0 0 0

None None 2 0 2

0 0 0




High Low Medium Total
Network None Total 2 2
0 0
Password None 2 2
0 0
Novell Client 1 1
for 32-bit 0 0
Total 3 3
0 0
Total 9 9
1 1
PC/Laptop Error None 7 7
1 1
Total 7 7
1 1
Hardware None 4 4
0 0
Total 4 4
0 0
None None 33 33
1 1
Total 33 33
1 1
Password None 1 1
1 1
Total 1 1
1 1
Performance None 8 8
0 0
Total 8 8
0 0
Virus None 12 12
0 0




High Low Medium Total
PC/Laptop Virus Total 12 0 12
0 0 0
Total 65 0 65
3 0 3
Print/Copy/Sca Error Code None 3 1 4
n/Fax 2 0 2
Total 3 1 4
2 0 2
Incident None 3 0 3
1 0 1
Total 3 0 3
1 0 1
None None 7 0 7
0 0 0
Total 7 0 7
0 0 0
Paper Jam None 1 0 1
1 0 1
Total 1 0 1
1 0 1
Toner/Fuser/ink None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 15 1 16
4 0 4
Server None None 0 1 1
0 0 0
Total 0 1 1
0 0 0
Total 0 1 1
0 0 0




High

Low

Medium

Total

Wireless None None 1 0 1
Connectivity 0 0 0
1 0 1

0 0 0

1 0 1

0 0 0

196 2 198

33 0 33

_No Tier 2 12 1 14
9 0 10

Total 12 1 14

9 0 10

Total 12 1 14

9 0 10

Application 0 0 1
0 0 0

0 0 1

0 0 0

0 0 1

0 0 0

12 1 15

9 0 10

_No Tier 2 2 0 2
2 0 2

2 0 2

2 0 2

2 0 2

2 0 2

2 0 2

2 0 2

_No Tier 2 2 0 2




High

Low

Medium

Total

_No Tier 2 None Total 2 0 2
1 0 1

Total 2 0 2

1 0 1

Application Error Internet 1 0 1
Explorer 0 0 0

Novell 2 0 2

GroupWise 0 0 0

Project 2 0 2

Development 0 0 0

Total 5 0 5

0 0 0

Password Utah Master 1 0 1

Directory 1 0 1

Total 1 0 1

1 0 1

Total 6 0 6

1 0 1

Mobile Devices Error Novell 1 0 1
GroupWise 0 0 0

VZAccess 1 0 1

Manager 0 0 0

Total 2 0 2

0 0 0

Total 2 0 2

0 0 0

Network Error VZAccess 1 0 1
Manager 0 0 0

Total 1 0 1

0 0 0

Incident None 1 0 1

0 0 0




High Low Medium Total
Network Incident Total 1 0 1
0 0 0
Password Novell Client 1 0 1
for 32-bit 0 0 0
Novell 2 0 2
ConsoleOne 0 0 0
Total 3 0 3
0 0 0
Total 5 0 5
0 0 0
PC/Laptop Error Google Earth 1 0 1
0 0 0
Microsoft Office 1 0 1
XP 0 0 0
Microsoft Word 1 0 1
0 0 0
Novell Client 1 0 1
for 32-bit 0 0 0
Total 4 0 4
0 0 0
Password Microsoft 1 0 1
Windows XP 0 0 0
Total 1 0 1
0 0 0
Virus Microsoft 1 0 1
Windows XP 0 0 0
Symantec 1 0 1
Endpoint 0 0 0
Total 2 0 2
0 0 0
Total 7 0 7
0 0 0




High

Low

Medium

Total

Print/Copy/Sca Incident None 1 1
n/Fax 0 0
Total 1 1

0 0

Total 1 1

0 0

23 23

2 2

_No Tier 2 None None 93 94
1 1

Total 93 94

1 1

Total 93 94

1 1

Application Error Contivity VPN 1 1
Client 0 0

Corel 9 9

WordPerfect 0 0

electronic 2 2

Project 0 0

Employee 5 5

Gateway 0 0

Internet 3 3

Explorer 0 0

Microsoft 2 2

Access 0 0

Microsoft 1 1

Access 2003 0 0

Microsoft Office 1 1

2003 0 0

Microsoft Office 1 1

XP 0 0




Application

High Low Medium Total

Error Microsoft 1 0 1
Windows XP 0 0 0
None 3 0 3
1 0 1

Novell 5 0 5
GroupWise 0 0 0
Novell 1 0 1
GroupWise 0 0 0
Novell 1 0 1
Messenger 0 0 0
PrintKey-Pro 1 0 1
0 0 0

Project 2 0 2
Development 0 0 0
Total 39 0 39
1 0 1

None Employee 1 0 1
Gateway 0 0 0
Total 1 0 1
0 0 0

Password Cisco Secure 1 0 1
VPN Client 0 0 0
Cisco Systems 1 0 1
VPN Client 0 0 0
Employee 2 0 2
Gateway 0 0 0
Microsoft 1 0 1
Access 0 0 0
Microsoft 1 0 1
Windows XP 0 0 0
None 1 0 1
0 0 0




High Low Medium Total
Application Password Novell 1 0 1
GroupWise 0 0 0
Total 8 0 8
0 0 0
Reporting Cisco Secure 1 0 1
VPN Client 0 0 0
Corel 1 0 1
WordPerfect 0 0 0
Employee 4 0 4
Gateway 0 0 0
Microsoft 1 0 1
Access 0 0 0
Novell 12 0 12
GroupWise 0 0 0
Novell 2 0 2
GroupWise 0 0 0
Total 21 0 21

0

Total 69 0 69
1 0 1
EIS Hardware PC/Laptop None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Printer None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 2 0 2
0 0 0
Mobile Devices Error BlackBerry 1 0 1
0 0 0




High

Low

Medium

Total

Mobile Devices Error None 1 0 1
0 0 0

Total 2 0 2

0 0 0

Total 2 0 2
0 0 0

Network Error None 2 0 2
0 0 0

Total 2 0 2

0 0 0

Password Employee 1 0 1
Gateway 0 0 0

State Payroll 1 0 1

Time Entry 0 0 0

Total 2 0 2

0 0 0

Performance Employee 1 0 1
Gateway 0 0 0

None 4 0 4

0 0 0

Novell Client 2 0 2

for 32-bit 0 0 0

Novell Netware 1 0 1

Connect 0 0 0

Total 8 0 8

0 0 0

Total 12 0 12
0 0 0

PC/Laptop Error None 6 0 6
0 0 0

Symantec 1 0 1

Endpoint 0 0 0




PC/Laptop

High Low Medium Total

Error Total 7 7
0 0

Hardware None 7 7
0 0

Total 7 7

0 0

Password PGP 1 1
0 0

Total 1 1

0 0

Performance Microsoft 1 1
Windows XP 0 0

None 1 1

0 0

Norton 1 1

AntiVirus for 0 0

Novell Client 1 1

for 32-bit 0 0

PGP 1 1

0 0

Symantec 1 1

AntiVirus 0 0

Total 6 6

0 0

Virus None 5 5
0 0

Virus Secure 1 1

for Windows 0 0

Total 6 6

0 0

Total 27 27
0 0




High

Low

Medium

Total

Print/Copy/Sca Error Code None 1 1
n/Fax 0 0
Project 1 1

Development 0 0

Total 2 2

0 0

Incident Advanced LAN 1 1

Scanner 0 0

None 4 4

0 0

WebScan 1 1

0 0

Total 6 6

0 0

None None 4 4

0 0

Total 4 4

0 0

Paper Jam None 1 1

0 0

Total 1 1

0 0

Queue PDF Converter 1 1

0 0

Total 1 1

0 0

Total 14 14

0 0

Remote Performance None 1 1
Connectivity 0 0
Total 1 1

0 0




High Low Medium Total
Remote Total 1 0 1
Connectivity 0 0 0
Telecom Dial Tone None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Hardware None 1 0 1
0 0 0
Total 1 0 1
0 0 0
None None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 3 0 3
0 0 0
223 1 224
2 0 2
_No Tier 2 None Adobe Acrobat 1 0 1
8.0 0 0 0
Adobe 2 0 2
Contribute 0 0 0
Adobe Reader 1 1 2
0 0 0
ArcGIS 1 0 1
0 0 0
Business 0 1 1
Intelligence 0 0 0
CutePDF Pro 2 0 2
(Evaluation) 0 0 0
electronic 5 0 5
Project 0 0 0




_No Tier 2

None

High Low Medium Total

Employee 1 0 1
Gateway 0 0 0
FreeFTP 0 1 1

0 0 0
Internet 1 0 1
Explorer 0 0 0
Microsoft Office 1 0 1
Professional 0 0 0
Microsoft 1 0 1
Windows XP 0 0 0
Microsoft 1 0 1
Windows XP 0 0 0
None 1 0 1

0 0 0
Novell 2 0 2
ConsoleOne 0 0 0
Novell 3 1 4
GroupWise 0 0 0
Novell 1 1 2
GroupWise 0 0 0
PGP for 1 0 1
Windows 0 0 0
Primavera 1 0 1

0 0 0
PrintKey-Pro 1 0 1

0 0 0
Project 2 0 2
Development 0 0 0
Roxio Media 1 0 1
Manager 0 0 0
State Payroll 2 0 2
Time Entry 0 0 0




High

Low

Medium

Total

_No Tier 2 None Sybase SQL 1 0 1
Advantage 0 0 0

Symantec 1 1 2

Endpoint 0 0 0

Total 34 6 40

0 0 0

Total 34 6 40
0 0 0

Application Error Novell 1 0 1
GroupWise 0 0 0

Total 1 0 1

0 0 0

None Microsoft 1 0 1
Windows XP 0 0 0

Novell 4 0 4

GroupWise 0 0 0

Novell 1 0 1

Messenger 0 0 0

ProjectWise 1 0 1

0 0 0

Total 7 0 7

0 0 0

Total 8 0 8
0 0 0

Mobile Devices Error BlackBerry 1 0 1
Configuration 0 0 0

BlackBerry 1 0 1

Enterprise 0 0 0

Microsoft 1 0 1

ActiveSync 0 0 0

None 3 0 3

0 0 0




High

Low

Medium

Total

Mobile Devices Error Novell 0 1 1
GroupWise 0 0 0

Total 6 1 7

0 0 0

Total 6 1 7
0 0 0

Network Error None 0 1 2
0 0 0

Novell Client 2 0 2

for 32-bit 0 0 0

Total 2 1 4

0 0 0

Incident Mozilla Firefox 1 0 1
0 0 0

None 3 1 4

0 0 0

Novell 1 0 1

GroupWise 0 0 0

Video Phone 0 0 1

0 0 0

Total 5 1 7

0 0 0

None None 1 0 1
0 0 0

Total 1 0 1

0 0 0

Password Employee 1 0 1
Gateway 0 0 0

Finance Data 1 0 1

Warehouse 0 0 0

Microsoft 2 0 2

Windows XP 0 0 0




High

Low

Medium

Total

Network Password None 5 1 6
0 0 0

Total 9 1 10

0 0 0

Performance None 3 0 3
0 0 0

Total 3 0 3

0 0 0

Virus Symantec 0 1 1
Endpoint 0 0 0

Total 0 1 1

0 0 0

Total 20 4 26
0 0 0

PC/Laptop Error Microsoft 1 2 3
Windows XP 0 0 0

None 2 0 2

0 0 0

Total 3 2 5

0 0 0

Hardware Canon Digital 1 0 1
Camera 0 0 0

None 6 2 8

0 0 0

Total 7 2 9

0 0 0

Performance Microsoft 1 0 1
Windows XP 0 0 0

None 2 0 2

0 0 0

Novell 1 0 1

GroupWise 0 0 0




High

Low

Medium

Total

PC/Laptop Performance Total 4 0 4
0 0 0

Virus None 2 0 2
0 0 0

Total 2 0 2

0 0 0

Total 16 4 20
0 0 0

Print/Copy/Sca Error Code Microsoft 1 0 1
n/Fax Windows XP 0 0 0
None 1 0 1

0 0 0

Sharpdesk 1 0 1

0 0 0

Total 3 0 3

0 0 0

Incident None 7 1 8
0 0 0

Total 7 1 8

0 0 0

None None 1 0 1
0 0 0

Total 1 0 1

0 0 0

Paper Jam None 1 0 1
0 0 0

Total 1 0 1

0 0 0

Queue Microsoft 1 0 1
Windows XP 0 0 0

None 2 0 2

0 0 0




High Low Medium Total
Print/Copy/Sca Queue Total 3 0 3
n/Fax 0 0 0
Total 15 1 16
0 0 0
Remote Error None 1 0 1
Connectivity 0 0 0
Total 1 0 1
0 0 0
Total 1 0 1
0 0 0
Telecom Call/Receive None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Dial Tone None 2 0 2
0 0 0
Total 2 0 2
0 0 0
Feature Novell 1 0 1
GroupWise 0 0 0
Total 1 0 1
0 0 0
Voice Mail None 1 1 2
0 0 0
Total 1 1 2
0 0 0
Total 5 1 6
0 0 0
Wireless Performance None 0 1 1
Connectivity 0 0 0
Total 0 1 1
0 0 0




Wireless
Connectivity

Telecom

High Low Medium Total

Total 0 0 1 1
0 0 0 0

2 105 18 125

0 0 0 0

Call/Receive None 0 0 1 1
0 0 0 0

Total 0 0 1 1

0 0 0 0

Coverage Path None 0 1 0 1
0 0 0 0

Total 0 1 0 1

0 0 0 0

CrossTalk/Nois None 0 1 0 1
e/Static 0 0 0 0
Total 0 1 0 1

0 0 0 0

Dial Tone None 0 2 0 2
0 0 0 0

Total 0 2 0 2

0 0 0 0

Feature None 0 1 0 1
0 0 0 0

Total 0 1 0 1

0 0 0 0

Hardware None 0 1 0 1
0 0 0 0

Total 0 1 0 1

0 0 0 0

Voice Mail None 0 2 0 2
0 0 0 0

Total 0 2 0 2

0 0 0 0




High

Low

Medium

Total

Telecom

Telecom

Hardware

—_

628
52




Average Time To Initial Response

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards.
Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and
Critical within 30 clock hour minutes.

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

Top Number - Total Incidents
Bottom Number -Average time in hours

High Low Medium Total
Application Error BlackBerry 0 1 0 1
Enterprise 0.00 1.56 0.00 1.56
Total 0 1 0 1
0.00 1.56 0.00 1.56
Total 0 1 0 1
0.00 1.56 0.00 1.56
Mobile Devices Error None 0 1 0 1
0.00 0.28 0.00 0.28
Total 0 1 0 1
0.00 0.28 0.00 0.28
Total 0 1 0 1
0.00 0.28 0.00 0.28
0 2 0 2
0.00 0.92 0.00 0.92
EIS Hardware None None 0 1 0 1
0.00 0.29 0.00 0.29
Total 0 1 0 1
0.00 0.29 0.00 0.29
Printer None 0 1 0 1
0.00 0.31 0.00 0.31
Total 0 1 0 1
0.00 0.31 0.00 0.31
Total 0 2 0 2
0.00 0.30 0.00 0.30




High Low Medium Total
0 2 0 2
0.00 0.30 0.00 0.30
_No Tier 2 None None 0 1 1 2
0.00 0.97 0.51 0.74
Total 0 1 1 2
0.00 0.97 0.51 0.74
Total 0 1 1 2
0.00 0.97 0.51 0.74
Application Error Utah Master 0 1 0 1
Directory 0.00 0.65 0.00 0.65
Total 0 1 0 1
0.00 0.65 0.00 0.65
Password PGP 0 2 0 2
0.00 0.54 0.00 0.54
Utah Master 0 21 0 21
Directory 0.00 0.43 0.00 0.43
Total 0 23 0 23
0.00 0.44 0.00 0.44
Total 0 24 0 24
0.00 0.45 0.00 0.45
Telecom None None 0 1 0 1
0.00 0.06 0.00 0.06
Total 0 1 0 1
0.00 0.06 0.00 0.06
Total 0 1 0 1
0.00 0.06 0.00 0.06
0 26 1 27
0.00 0.46 0.51 0.46
_No Tier 2 None None 0 80 0 80
0.00 0.77 0.00 0.77
Total 0 80 0 80
0.00 0.77 0.00 0.77




High

Low

Medium

Total

_No Tier 2 Total 0 80 0 80
0.00 0.77 0.00 0.77

Application Error None 0 13 0 13
0.00 3.68 0.00 3.68

Total 0 13 0 13

0.00 3.68 0.00 3.68

None None 0 11 0 11

0.00 0.01 0.00 0.01

Total 0 11 0 11

0.00 0.01 0.00 0.01

Password None 0 1 0 1

0.00 2.15 0.00 2.15

Total 0 1 0 1

0.00 2.15 0.00 2.15

Total 0 25 0 25

0.00 2.00 0.00 2.00

Mobile Devices Error BlackBerry 0 1 0 1
0.00 9.70 0.00 9.70

Total 0 1 0 1

0.00 9.70 0.00 9.70

Total 0 1 0 1

0.00 9.70 0.00 9.70

Network Error None 0 2 0 2
0.00 5.48 0.00 5.48

Total 0 2 0 2

0.00 5.48 0.00 5.48

Incident None 0 2 0 2

0.00 0.33 0.00 0.33

Total 0 2 0 2

0.00 0.33 0.00 0.33

None None 0 2 0 2

0.00 0.02 0.00 0.02




High Low Medium Total
Network None Total 0 2 0 2
0.00 0.02 0.00 0.02
Password None 0 2 0 2
0.00 0.35 0.00 0.35
Novell Client 0 1 0 1
for 32-bit 0.00 0.05 0.00 0.05
Total 0 3 0 3
0.00 0.25 0.00 0.25
Total 0 9 0 9
0.00 1.38 0.00 1.38
PC/Laptop Error None 0 7 0 7
0.00 0.52 0.00 0.52
Total 0 7 0 7
0.00 0.52 0.00 0.52
Hardware None 0 4 0 4
0.00 0.01 0.00 0.01
Total 0 4 0 4
0.00 0.01 0.00 0.01
None None 0 33 0 33
0.00 0.07 0.00 0.07
Total 0 33 0 33
0.00 0.07 0.00 0.07
Password None 0 1 0 1
0.00 4.16 0.00 4.16
Total 0 1 0 1
0.00 4.16 0.00 4.16
Performance None 0 8 0 8
0.00 0.1 0.00 0.11
Total 0 8 0 8
0.00 0.11 0.00 0.11
Virus None 0 12 0 12
0.00 0.01 0.00 0.01




High

Low

Medium

Total

PC/Laptop Virus Total 0 12 0 12
0.00 0.01 0.00 0.01

Total 0 65 0 65

0.00 0.19 0.00 0.19

Print/Copy/Sca Error Code None 0 3 1 4
n/Fax 0.00 2.47 0.02 1.77
Total 0 3 1 4

0.00 2.47 0.02 1.77

Incident None 0 3 0 3

0.00 0.59 0.00 0.59

Total 0 3 0 3

0.00 0.59 0.00 0.59

None None 0 7 0 7

0.00 0.10 0.00 0.10

Total 0 7 0 7

0.00 0.10 0.00 0.10

Paper Jam None 0 1 0 1

0.00 1.79 0.00 1.79

Total 0 1 0 1

0.00 1.79 0.00 1.79

Toner/Fuser/ink None 0 1 0 1

0.00 0.01 0.00 0.01

Total 0 1 0 1

0.00 0.01 0.00 0.01

Total 0 15 1 16

0.00 0.76 0.02 0.71

Server None None 0 0 1 1
0.00 0.00 0.02 0.02

Total 0 0 1 1

0.00 0.00 0.02 0.02

Total 0 0 1 1

0.00 0.00 0.02 0.02




High

Low

Medium

Total

Wireless None None 0 1 0 1
Connectivity 0.00 0.02 0.00 0.02
0 1 0 1

0.00 0.02 0.00 0.02

0 1 0 1

0.00 0.02 0.00 0.02

0 196 2 198

0.00 0.82 0.02 0.81

_No Tier 2 1 12 1 14
139.52 6.47 0.00 15.51

Total 1 12 1 14

139.52 6.47 0.00 15.51

Total 1 12 1 14

139.52 6.47 0.00 15.51

Application 1 0 0 1
0.82 0.00 0.00 0.82

1 0 0 1

0.82 0.00 0.00 0.82

1 0 0 1

0.82 0.00 0.00 0.82

2 12 1 15

70.17 6.47 0.00 14.53

_No Tier 2 0 2 0 2
0.00 53.89 0.00 53.89

0 2 0 2

0.00 53.89 0.00 53.89

0 2 0 2

0.00 53.89 0.00 53.89

0 2 0 2

0.00 53.89 0.00 53.89

_No Tier 2 0 2 0 2
0.00 1.29 0.00 1.29




High Low Medium Total
_No Tier 2 None Total 0 2 0 2
0.00 1.29 0.00 1.29
Total 0 2 0 2
0.00 1.29 0.00 1.29
Application Error Internet 0 1 0 1
Explorer 0.00 0.00 0.00 0.00
Novell 0 2 0 2
GroupWise 0.00 0.12 0.00 0.12
Project 0 2 0 2
Development 0.00 0.03 0.00 0.03
Total 0 5 0 5
0.00 0.07 0.00 0.07
Password Utah Master 0 1 0 1
Directory 0.00 1.00 0.00 1.00
Total 0 1 0 1
0.00 1.00 0.00 1.00
Total 0 6 0 6
0.00 0.24 0.00 0.24
Mobile Devices Error Novell 0 1 0 1
GroupWise 0.00 0.07 0.00 0.07
VZAccess 0 1 0 1
Manager 0.00 0.05 0.00 0.05
Total 0 2 0 2
0.00 0.06 0.00 0.06
Total 0 2 0 2
0.00 0.06 0.00 0.06
Network Error VZAccess 0 1 0 1
Manager 0.00 0.04 0.00 0.04
Total 0 1 0 1
0.00 0.04 0.00 0.04
Incident None 0 1 0 1
0.00 0.04 0.00 0.04




High Low Medium Total
Network Incident Total 0 1 0 1
0.00 0.04 0.00 0.04
Password Novell Client 0 1 0 1
for 32-bit 0.00 0.06 0.00 0.06
Novell 0 2 0 2
ConsoleOne 0.00 0.09 0.00 0.09
Total 0 3 0 3
0.00 0.08 0.00 0.08
Total 0 5 0 5
0.00 0.07 0.00 0.07
PC/Laptop Error Google Earth 0 1 0 1
0.00 0.03 0.00 0.03
Microsoft Office 0 1 0 1
XP 0.00 0.09 0.00 0.09
Microsoft Word 0 1 0 1
0.00 0.03 0.00 0.03
Novell Client 0 1 0 1
for 32-bit 0.00 0.09 0.00 0.09
Total 0 4 0 4
0.00 0.06 0.00 0.06
Password Microsoft 0 1 0 1
Windows XP 0.00 0.04 0.00 0.04
Total 0 1 0 1
0.00 0.04 0.00 0.04
Virus Microsoft 0 1 0 1
Windows XP 0.00 0.04 0.00 0.04
Symantec 0 1 0 1
Endpoint 0.00 0.03 0.00 0.03
Total 0 2 0 2
0.00 0.03 0.00 0.03
Total 0 7 0 7
0.00 0.05 0.00 0.05




High

Low

Medium

Total

Print/Copy/Sca Incident None 0 1 0 1
n/Fax 0.00 0.03 0.00 0.03
Total 0 1 0 1

0.00 0.03 0.00 0.03

Total 0 1 0 1

0.00 0.03 0.00 0.03

0 23 0 23

0.00 0.21 0.00 0.21

_No Tier 2 None None 0 93 1 94
0.00 0.16 0.06 0.15

Total 0 93 1 94

0.00 0.16 0.06 0.15

Total 0 93 1 94

0.00 0.16 0.06 0.15

Application Error Contivity VPN 0 1 0 1
Client 0.00 0.23 0.00 0.23

Corel 0 9 0 9

WordPerfect 0.00 0.06 0.00 0.06

electronic 0 2 0 2

Project 0.00 0.07 0.00 0.07

Employee 0 5 0 5

Gateway 0.00 0.54 0.00 0.54

Internet 0 3 0 3

Explorer 0.00 0.06 0.00 0.06

Microsoft 0 2 0 2

Access 0.00 0.00 0.00 0.00

Microsoft 0 1 0 1

Access 2003 0.00 0.61 0.00 0.61

Microsoft Office 0 1 0 1

2003 0.00 0.58 0.00 0.58

Microsoft Office 0 1 0 1

XP 0.00 0.05 0.00 0.05




Application

High Low Medium Total

Error Microsoft 0 1 0 1
Windows XP 0.00 0.06 0.00 0.06
None 0 3 0 3
0.00 0.40 0.00 0.40

Novell 0 5 0 5
GroupWise 0.00 0.32 0.00 0.32
Novell 0 1 0 1
GroupWise 0.00 0.12 0.00 0.12
Novell 0 1 0 1
Messenger 0.00 0.06 0.00 0.06
PrintKey-Pro 0 1 0 1
0.00 0.02 0.00 0.02

Project 0 2 0 2
Development 0.00 0.06 0.00 0.06
Total 0 39 0 39
0.00 0.20 0.00 0.20

None Employee 0 1 0 1
Gateway 0.00 0.09 0.00 0.09
Total 0 1 0 1
0.00 0.09 0.00 0.09

Password Cisco Secure 0 1 0 1
VPN Client 0.00 0.06 0.00 0.06
Cisco Systems 0 1 0 1
VPN Client 0.00 0.04 0.00 0.04
Employee 0 2 0 2
Gateway 0.00 0.08 0.00 0.08
Microsoft 0 1 0 1
Access 0.00 0.09 0.00 0.09
Microsoft 0 1 0 1
Windows XP 0.00 0.05 0.00 0.05
None 0 1 0 1
0.00 0.54 0.00 0.54




High Low Medium Total
Application Password Novell 0 1 0 1
GroupWise 0.00 0.05 0.00 0.05
Total 0 8 0 8
0.00 0.12 0.00 0.12
Reporting Cisco Secure 0 1 0 1
VPN Client 0.00 0.06 0.00 0.06
Corel 0 1 0 1
WordPerfect 0.00 0.05 0.00 0.05
Employee 0 4 0 4
Gateway 0.00 0.07 0.00 0.07
Microsoft 0 1 0 1
Access 0.00 0.19 0.00 0.19
Novell 0 12 0 12
GroupWise 0.00 0.05 0.00 0.05
Novell 0 2 0 2
GroupWise 0.00 0.06 0.00 0.06
Total 0 21 0 21
0.00 0.06 0.00 0.06
Total 0 69 0 69
0.00 0.15 0.00 0.15
EIS Hardware PC/Laptop None 0 1 0 1
0.00 0.27 0.00 0.27
Total 0 1 0 1
0.00 0.27 0.00 0.27
Printer None 0 1 0 1
0.00 0.06 0.00 0.06
Total 0 1 0 1
0.00 0.06 0.00 0.06
Total 0 2 0 2
0.00 0.16 0.00 0.16
Mobile Devices Error BlackBerry 0 1 0 1
0.00 0.04 0.00 0.04




High Low Medium Total
Mobile Devices Error None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 2 0 2
0.00 0.02 0.00 0.02
Total 0 2 0 2
0.00 0.02 0.00 0.02
Network Error None 0 2 0 2
0.00 0.12 0.00 0.12
Total 0 2 0 2
0.00 0.12 0.00 0.12
Password Employee 0 1 0 1
Gateway 0.00 0.05 0.00 0.05
State Payroll 0 1 0 1
Time Entry 0.00 0.10 0.00 0.10
Total 0 2 0 2
0.00 0.07 0.00 0.07
Performance Employee 0 1 0 1
Gateway 0.00 0.05 0.00 0.05
None 0 4 0 4
0.00 0.13 0.00 0.13
Novell Client 0 2 0 2
for 32-bit 0.00 0.05 0.00 0.05
Novell Netware 0 1 0 1
Connect 0.00 1.37 0.00 1.37
Total 0 8 0 8
0.00 0.25 0.00 0.25
Total 0 12 0 12
0.00 0.20 0.00 0.20
PC/Laptop Error None 0 6 0 6
0.00 0.13 0.00 0.13
Symantec 0 1 0 1
Endpoint 0.00 0.04 0.00 0.04




PC/Laptop

High Low Medium Total

Error Total 0 7 0 7
0.00 0.12 0.00 0.12

Hardware None 0 7 0 7
0.00 0.09 0.00 0.09

Total 0 7 0 7

0.00 0.09 0.00 0.09

Password PGP 0 1 0 1
0.00 0.04 0.00 0.04

Total 0 1 0 1

0.00 0.04 0.00 0.04

Performance Microsoft 0 1 0 1
Windows XP 0.00 0.05 0.00 0.05

None 0 1 0 1

0.00 0.07 0.00 0.07

Norton 0 1 0 1

AntiVirus for 0.00 0.48 0.00 0.48

Novell Client 0 1 0 1

for 32-bit 0.00 0.06 0.00 0.06

PGP 0 1 0 1

0.00 0.46 0.00 0.46

Symantec 0 1 0 1

AntiVirus 0.00 2.01 0.00 2.01

Total 0 6 0 6

0.00 0.52 0.00 0.52

Virus None 0 5 0 5
0.00 0.63 0.00 0.63

Virus Secure 0 1 0 1

for Windows 0.00 1.67 0.00 1.67

Total 0 6 0 6

0.00 0.80 0.00 0.80

Total 0 27 0 27
0.00 0.35 0.00 0.35




High Low Medium Total
Print/Copy/Sca Error Code None 0 1 0 1
n/Fax 0.00 0.13 0.00 0.13
Project 0 1 0 1
Development 0.00 0.03 0.00 0.03
Total 0 2 0 2
0.00 0.08 0.00 0.08
Incident Advanced LAN 0 1 0 1
Scanner 0.00 0.11 0.00 0.1
None 0 4 0 4
0.00 0.07 0.00 0.07
WebScan 0 1 0 1
0.00 0.04 0.00 0.04
Total 0 6 0 6
0.00 0.07 0.00 0.07
None None 0 4 0 4
0.00 0.02 0.00 0.02
Total 0 4 0 4
0.00 0.02 0.00 0.02
Paper Jam None 0 1 0 1
0.00 0.08 0.00 0.08
Total 0 1 0 1
0.00 0.08 0.00 0.08
Queue PDF Converter 0 1 0 1
0.00 0.10 0.00 0.10
Total 0 1 0 1
0.00 0.10 0.00 0.10
Total 0 14 0 14
0.00 0.06 0.00 0.06
Remote Performance None 0 1 0 1
Connectivity 0.00 0.04 0.00 0.04
Total 0 1 0 1
0.00 0.04 0.00 0.04




High Low Medium Total
Remote Total 0 1 0 1
Connectivity 0.00 0.04 0.00 0.04
Telecom Dial Tone None 0 1 0 1
0.00 0.21 0.00 0.21
Total 0 1 0 1
0.00 0.21 0.00 0.21
Hardware None 0 1 0 1
0.00 0.08 0.00 0.08
Total 0 1 0 1
0.00 0.08 0.00 0.08
None None 0 1 0 1
0.00 0.04 0.00 0.04
Total 0 1 0 1
0.00 0.04 0.00 0.04
Total 0 3 0 3
0.00 0.1 0.00 0.11
0 223 1 224
0.00 0.17 0.06 0.17
_No Tier 2 None Adobe Acrobat 0 1 0 1
8.0 0.00 0.02 0.00 0.02
Adobe 0 2 0 2
Contribute 0.00 0.14 0.00 0.14
Adobe Reader 0 1 1 2
0.00 0.07 0.03 0.05
ArcGIS 0 1 0 1
0.00 0.03 0.00 0.03
Business 0 0 1 1
Intelligence 0.00 0.00 0.03 0.03
CutePDF Pro 0 2 0 2
(Evaluation) 0.00 0.00 0.00 0.00
electronic 0 5 0 5
Project 0.00 0.04 0.00 0.04




_No Tier 2

None

High Low Medium Total

Employee 0 1 0 1
Gateway 0.00 0.03 0.00 0.03
FreeFTP 0 0 1 1

0.00 0.00 0.05 0.05
Internet 0 1 0 1
Explorer 0.00 0.06 0.00 0.06
Microsoft Office 0 1 0 1
Professional 0.00 0.08 0.00 0.08
Microsoft 0 1 0 1
Windows XP 0.00 0.11 0.00 0.11
Microsoft 0 1 0 1
Windows XP 0.00 0.05 0.00 0.05
None 0 1 0 1

0.00 0.04 0.00 0.04
Novell 0 2 0 2
ConsoleOne 0.00 0.06 0.00 0.06
Novell 0 3 1 4
GroupWise 0.00 0.09 0.08 0.08
Novell 0 1 1 2
GroupWise 0.00 0.05 0.05 0.05
PGP for 0 1 0 1
Windows 0.00 0.83 0.00 0.83
Primavera 0 1 0 1

0.00 0.06 0.00 0.06
PrintKey-Pro 0 1 0 1

0.00 0.00 0.00 0.00
Project 0 2 0 2
Development 0.00 0.02 0.00 0.02
Roxio Media 0 1 0 1
Manager 0.00 0.02 0.00 0.02
State Payroll 0 2 0 2
Time Entry 0.00 0.02 0.00 0.02




High Low Medium Total
_No Tier 2 None Sybase SQL 0 1 0 1
Advantage 0.00 0.00 0.00 0.00
Symantec 0 1 1 2
Endpoint 0.00 0.22 0.00 0.11
Total 0 34 6 40
0.00 0.08 0.04 0.07
Total 0 34 6 40
0.00 0.08 0.04 0.07
Application Error Novell 0 1 0 1
GroupWise 0.00 0.08 0.00 0.08
Total 0 1 0 1
0.00 0.08 0.00 0.08
None Microsoft 0 1 0 1
Windows XP 0.00 0.00 0.00 0.00
Novell 0 4 0 4
GroupWise 0.00 0.06 0.00 0.06
Novell 0 1 0 1
Messenger 0.00 0.04 0.00 0.04
ProjectWise 0 1 0 1
0.00 0.05 0.00 0.05
Total 0 7 0 7
0.00 0.05 0.00 0.05
Total 0 8 0 8
0.00 0.05 0.00 0.05
Mobile Devices Error BlackBerry 0 1 0 1
Configuration 0.00 0.03 0.00 0.03
BlackBerry 0 1 0 1
Enterprise 0.00 0.06 0.00 0.06
Microsoft 0 1 0 1
ActiveSync 0.00 0.06 0.00 0.06
None 0 3 0 3
0.00 0.02 0.00 0.02




High Low Medium Total
Mobile Devices Error Novell 0 0 1 1
GroupWise 0.00 0.00 0.07 0.07
Total 0 6 1 7
0.00 0.04 0.07 0.04
Total 0 6 1 7
0.00 0.04 0.07 0.04
Network Error None 1 0 1 2
0.05 0.00 0.04 0.04
Novell Client 0 2 0 2
for 32-bit 0.00 0.23 0.00 0.23
Total 1 2 1 4
0.05 0.23 0.04 0.13
Incident Mozilla Firefox 0 1 0 1
0.00 0.00 0.00 0.00
None 0 3 1 4
0.00 0.05 0.01 0.04
Novell 0 1 0 1
GroupWise 0.00 0.03 0.00 0.03
Video Phone 1 0 0 1
0.18 0.00 0.00 0.18
Total 1 5 1 7
0.18 0.04 0.01 0.06
None None 0 1 0 1
0.00 0.06 0.00 0.06
Total 0 1 0 1
0.00 0.06 0.00 0.06
Password Employee 0 1 0 1
Gateway 0.00 0.03 0.00 0.03
Finance Data 0 1 0 1
Warehouse 0.00 0.03 0.00 0.03
Microsoft 0 2 0 2
Windows XP 0.00 0.07 0.00 0.07




High

Low

Medium

Total

Network Password None 0 5 1 6
0.00 0.12 0.03 0.10

Total 0 9 1 10

0.00 0.09 0.03 0.08

Performance None 0 3 0 3
0.00 0.09 0.00 0.09

Total 0 3 0 3

0.00 0.09 0.00 0.09

Virus Symantec 0 0 1 1
Endpoint 0.00 0.00 0.00 0.00

Total 0 0 1 1

0.00 0.00 0.00 0.00

Total 2 20 4 26
0.1 0.09 0.02 0.08

PC/Laptop Error Microsoft 0 1 2 3
Windows XP 0.00 0.08 0.20 0.16

None 0 2 0 2

0.00 0.02 0.00 0.02

Total 0 3 2 5

0.00 0.05 0.20 0.12

Hardware Canon Digital 0 1 0 1
Camera 0.00 0.08 0.00 0.08

None 0 6 2 8

0.00 0.07 0.26 0.11

Total 0 7 2 9

0.00 0.07 0.26 0.1

Performance Microsoft 0 1 0 1
Windows XP 0.00 0.05 0.00 0.05

None 0 2 0 2

0.00 0.03 0.00 0.03

Novell 0 1 0 1

GroupWise 0.00 0.04 0.00 0.04




High

Low

Medium

Total

PC/Laptop Performance Total 0 4 0 4
0.00 0.04 0.00 0.04

Virus None 0 2 0 2
0.00 0.29 0.00 0.29

Total 0 2 0 2

0.00 0.29 0.00 0.29

Total 0 16 4 20
0.00 0.09 0.23 0.12

Print/Copy/Sca Error Code Microsoft 0 1 0 1
n/Fax Windows XP 0.00 0.09 0.00 0.09
None 0 1 0 1

0.00 0.08 0.00 0.08

Sharpdesk 0 1 0 1

0.00 0.00 0.00 0.00

Total 0 3 0 3

0.00 0.07 0.00 0.07

Incident None 0 7 1 8
0.00 0.04 0.26 0.07

Total 0 7 1 8

0.00 0.04 0.26 0.07

None None 0 1 0 1
0.00 0.15 0.00 0.15

Total 0 1 0 1

0.00 0.15 0.00 0.15

Paper Jam None 0 1 0 1
0.00 0.10 0.00 0.10

Total 0 1 0 1

0.00 0.10 0.00 0.10

Queue Microsoft 0 1 0 1
Windows XP 0.00 0.27 0.00 0.27

None 0 2 0 2

0.00 0.03 0.00 0.03




High

Low

Medium

Total

Print/Copy/Sca Queue Total 0 3 0 3
n/Fax 0.00 0.11 0.00 0.1
Total 0 15 1 16

0.00 0.07 0.26 0.08

Remote Error None 0 1 0 1
Connectivity 0.00 0.06 0.00 0.06
Total 0 1 0 1

0.00 0.06 0.00 0.06

Total 0 1 0 1

0.00 0.06 0.00 0.06

Telecom Call/Receive None 0 1 0 1
0.00 0.06 0.00 0.06

Total 0 1 0 1

0.00 0.06 0.00 0.06

Dial Tone None 0 2 0 2

0.00 0.00 0.00 0.00

Total 0 2 0 2

0.00 0.00 0.00 0.00

Feature Novell 0 1 0 1

GroupWise 0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Voice Mail None 0 1 1 2

0.00 0.07 0.04 0.05

Total 0 1 1 2

0.00 0.07 0.04 0.05

Total 0 5 1 6

0.00 0.04 0.04 0.04

Wireless Performance None 0 0 1 1
Connectivity 0.00 0.00 0.04 0.04
Total 0 0 1 1

0.00 0.00 0.04 0.04




Wireless
Connectivity

Telecom

High Low Medium Total
Total 0 0 1 1
0.00 0.00 0.04 0.04
2 105 18 125
0.1 0.07 0.09 0.08
Call/Receive None 0 0 1 1
0.00 0.00 0.35 0.35
Total 0 0 1 1
0.00 0.00 0.35 0.35
Coverage Path None 0 1 0 1
0.00 0.05 0.00 0.05
Total 0 1 0 1
0.00 0.05 0.00 0.05
CrossTalk/Nois None 0 1 0 1
e/Static 0.00 0.17 0.00 0.17
Total 0 1 0 1
0.00 0.17 0.00 0.17
Dial Tone None 0 2 0 2
0.00 0.23 0.00 0.23
Total 0 2 0 2
0.00 0.23 0.00 0.23
Feature None 0 1 0 1
0.00 0.18 0.00 0.18
Total 0 1 0 1
0.00 0.18 0.00 0.18
Hardware None 0 1 0 1
0.00 0.38 0.00 0.38
Total 0 1 0 1
0.00 0.38 0.00 0.38
Voice Mail None 0 2 0 2
0.00 0.17 0.00 0.17
Total 0 2 0 2
0.00 0.17 0.00 0.17




High

Low

Medium

Total

Telecom

Telecom

Hardware

0.00

0.20

0.35

0.22

0.00

0.20

0.35

0.22

0.27

0.27

0.27

0.27

628
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Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.

Top Number - Total Incidents
Bottom Number - Missed Resolution

High Low Medium Total
Application Error BlackBerry 0 1 0 1
Enterprise 0 1 0 1
Total 0 1 0 1
0 1 0 1
Total 0 1 0 1
0 1 0 1
Mobile Devices 0 1 0 1
0 1 0 1
0 1 0 1
0 1 0 1
0 1 0 1
0 1 0 1
0 2 0 2
0 2 0 2
EIS Hardware 0 1 0 1
0 0 0 0
Total 0 1 0 1
0 0 0 0
Printer 0 1 0 1
0 0 0 0
0 1 0 1
0 0 0 0
0 2 0 2
0 0 0 0
0 2 0 2
0 0 0 0




High Low Medium Total
_No Tier 2 None None 1 2
0 0
Total 1 2
0 0
Total 1 2
0 0
Application Error Utah Master 1 1
Directory 0 0
Total 1 1
0 0
Password PGP 2 2
0 0
Utah Master 21 21
Directory
Total 23 23
0 0
Total 24 24
0 0
Telecom None None 1 1
0 0
Total 1 1
0 0
Total 1 1
0 0
26 27
0 0
_No Tier 2 None None 80 80
3 3
Total 80 80
3 3
Total 80 80
3 3




High

Low

Medium

Total

Application Error None 13 13
1 1

Total 13 13

1 1

None None 11 11
0 0

Total 11 11

0 0

Password None 1 1
0 0

Total 1 1

0 0

Total 25 25
1 1

Mobile Devices Error BlackBerry 1 1
1 1

Total 1 1

1 1

Total 1 1
1 1

Network Error None 2 2
1 1

Total 2 2

1 1

Incident None 2 2
0 0

Total 2 2

0 0

None None 2 2
0 0

Total 2 2

0 0




High

Low

Medium

Total

Network Password None 2 2
0 0

Novell Client 1 1

for 32-bit 0 0

Total 3 3

0 0

Total 9 9
1 1

PC/Laptop Error None 7 7
0 0

Total 7 7

0 0

Hardware None 4 4
0 0

Total 4 4

0 0

None None 33 33
5 5

Total 33 33

5 5

Password None 1 1
0 0

Total 1 1

0 0

Performance None 8 8
2 2

Total 8 8

2 2

Virus None 12 12
0 0

Total 12 12

0 0




High

Low

Medium

Total

PC/Laptop Total 65 0 65
7 0 7

Print/Copy/Sca Error Code None 3 1 4
n/Fax 1 0 1
Total 3 1 4

1 0 1

Incident None 3 0 3

0 0 0

Total 3 0 3

0 0 0

None None 7 0 7

0 0 0

Total 7 0 7

0 0 0

Paper Jam None 1 0 1

0 0 0

Total 1 0 1

0 0 0

Toner/Fuser/Ink None 1 0 1

0 0 0

Total 1 0 1

0 0 0

Total 15 1 16

1 0 1

Server None None 0 1 1
0 0 0

Total 0 1 1

0 0 0

Total 0 1 1

0 0 0

Wireless None None 1 0 1
Connectivity 0 0 0




High

Low

Medium

Total

Wireless

None

Total

Connectivity 0 0
1 1

0 0

196 198

14 14

_No Tier 2 12 14
5 6

Total 12 14

5 6

Total 12 14

5 6

Application 0 1
0 1

0 1

0 1

0 1

0 1

12 15

5 7

_No Tier 2 2 2
2 2

2 2

2 2

2 2

2 2

2 2

2 2

_No Tier 2 2 2
0 0

Total 2 2

0 0




High Low Medium Total
_No Tier 2 Total 2 0 2
0 0 0
Application Error Internet 1 0 1
Explorer 0 0 0
Novell 2 0 2
GroupWise 0 0 0
Project 2 0 2
Development 0 0 0
Total 5 0 5
0 0 0
Password Utah Master 1 0 1
Directory 0 0 0
Total 1 0 1
0 0 0
Total 6 0 6
0 0 0
Mobile Devices Error Novell 1 0 1
GroupWise 0 0 0
VZAccess 1 0 1
Manager 0 0 0
Total 2 0 2
0 0 0
Total 2 0 2
0 0 0
Network Error VZAccess 1 0 1
Manager 0 0 0
Total 1 0 1
0 0 0
Incident None 1 0 1
0 0 0
Total 1 0 1
0 0 0




High Low Medium Total
Network Password Novell Client 1 0 1
for 32-bit 0 0 0
Novell 2 0 2
ConsoleOne 0 0 0
Total 3 0 3
0 0 0
Total 5 0 5
0 0 0
PC/Laptop Error Google Earth 1 0 1
0 0 0
Microsoft Office 1 0 1
XP 0 0 0
Microsoft Word 1 0 1
0 0 0
Novell Client 1 0 1
for 32-bit 0 0 0
Total 4 0 4
0 0 0
Password Microsoft 1 0 1
Windows XP 0 0 0
Total 1 0 1
0 0 0
Virus Microsoft 1 0 1
Windows XP 0 0 0
Symantec 1 0 1
Endpoint 0 0 0
Total 2 0 2
0 0 0
Total 7 0 7
0 0 0
Print/Copy/Sca Incident None 1 0 1
n/Fax 0 0 0




High

Low

Medium

Total

Print/Copy/Sca Incident Total 1 0 1
n/Fax 0 0 0
Total 1 0 1

0 0 0

23 0 23

0 0 0

_No Tier 2 None None 93 1 94
2 0 2

Total 93 1 94

2 0 2

Total 93 1 94

2 0 2

Application Error Contivity VPN 1 0 1
Client 0 0 0

Corel 9 0 9

WordPerfect 0 0 0

electronic 2 0 2

Project 0 0 0

Employee 5 0 5

Gateway 0 0 0

Internet 3 0 3

Explorer 0 0 0

Microsoft 2 0 2

Access 0 0 0

Microsoft 1 0 1

Access 2003 0 0 0

Microsoft Office 1 0 1

2003 0 0 0

Microsoft Office 1 0 1

XP 0 0 0

Microsoft 1 0 1

Windows XP 0 0 0




Application

High Low Medium Total

Error None 3 0 3
1 0 1

Novell 5 0 5
GroupWise 0 0 0
Novell 1 0 1
GroupWise 0 0 0
Novell 1 0 1
Messenger 0 0 0
PrintKey-Pro 1 0 1
0 0 0

Project 2 0 2
Development 0 0 0
Total 39 0 39
1 0 1

None Employee 1 0 1
Gateway 0 0 0
Total 1 0 1
0 0 0

Password Cisco Secure 1 0 1
VPN Client 0 0 0
Cisco Systems 1 0 1
VPN Client 0 0 0
Employee 2 0 2
Gateway 0 0 0
Microsoft 1 0 1
Access 0 0 0
Microsoft 1 0 1
Windows XP 0 0 0
None 1 0 1
0 0 0

Novell 1 0 1
GroupWise 0 0 0




High Low Medium Total
Application Password Total 8 0 8
0 0 0
Reporting Cisco Secure 1 0 1
VPN Client 0 0 0
Corel 1 0 1
WordPerfect 0 0 0
Employee 4 0 4
Gateway 0 0 0
Microsoft 1 0 1
Access 0 0 0
Novell 12 0 12
GroupWise 0 0 0
Novell 2 0 2
GroupWise 0 0 0
Total 21 0 21
0 0 0
Total 69 0 69
1 0 1
EIS Hardware PC/Laptop None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Printer None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 2 0 2
0 0 0
Mobile Devices Error BlackBerry 1 0 1
0 0 0
None 1 0 1
0 0 0




High

Low

Medium

Total

Mobile Devices Error Total 2 0 2
0 0 0

Total 2 0 2
0 0 0

Network Error None 2 0 2
0 0 0

Total 2 0 2

0 0 0

Password Employee 1 0 1
Gateway 0 0 0

State Payroll 1 0 1

Time Entry 0 0 0

Total 2 0 2

0 0 0

Performance Employee 1 0 1
Gateway 0 0 0

None 4 0 4

0 0 0

Novell Client 2 0 2

for 32-bit 0 0 0

Novell Netware 1 0 1

Connect 0 0 0

Total 8 0 8

0 0 0

Total 12 0 12
0 0 0

PC/Laptop Error None 6 0 6
0 0 0

Symantec 1 0 1

Endpoint 0 0 0

Total 7 0 7

0 0 0




High Low Medium Total
PC/Laptop Hardware None 7 0 7
0 0 0
Total 7 0 7
0 0 0
Password PGP 1 0 1
0 0 0
Total 1 0 1
0 0 0
Performance Microsoft 1 0 1
Windows XP 0 0 0
None 1 0 1
0 0 0
Norton 1 0 1
AntiVirus for 0 0 0
Novell Client 1 0 1
for 32-bit 0 0 0
PGP 1 0 1
0 0 0
Symantec 1 0 1
AntiVirus 0 0 0
Total 6 0 6
0 0 0
Virus None 5 0 5
0 0 0
Virus Secure 1 0 1
for Windows 0 0 0
Total 6 0 6
0 0 0
Total 27 0 27
0 0 0
Print/Copy/Sca Error Code None 1 0 1
n/Fax 0 0 0




High

Low

Medium

Total

Print/Copy/Sca Error Code Project 1 1
n/Fax Development 0 0
Total 2 2

0 0

Incident Advanced LAN 1 1

Scanner 0 0

None 4 4

0 0

WebScan 1 1

0 0

Total 6 6

0 0

None None 4 4

0 0

Total 4 4

0 0

Paper Jam None 1 1

0 0

Total 1 1

0 0

Queue PDF Converter 1 1

0 0

Total 1 1

0 0

Total 14 14

0 0

Remote Performance None 1 1
Connectivity 0 0
Total 1 1

0 0

Total 1 1

0 0




Telecom

_No Tier 2

High Low Medium Total
Dial Tone None 1 1
0 0
Total 1 1
0 0
Hardware None 1 1
0 0
Total 1 1
0 0
None None 1 1
0 0
Total 1 1
0 0
Total 3 3
0 0
223 224
3 3
None Adobe Acrobat 1 1
8.0 0 0
Adobe 2 2
Contribute 0 0
Adobe Reader 1 2
0 0
ArcGIS 1 1
0 0
Business 0 1
Intelligence 0 0
CutePDF Pro 2 2
(Evaluation) 0 0
electronic 5 5
Project 0 0
Employee 1 1
Gateway 0 0




_No Tier 2

None

High Low Medium Total

FreeFTP 0 1 1

0 0 0
Internet 1 0 1
Explorer 0 0 0
Microsoft Office 1 0 1
Professional 0 0 0
Microsoft 1 0 1
Windows XP 0 0 0
Microsoft 1 0 1
Windows XP 0 0 0
None 1 0 1

0 0 0
Novell 2 0 2
ConsoleOne 0 0 0
Novell 3 1 4
GroupWise 0 0 0
Novell 1 1 2
GroupWise 0 0 0
PGP for 1 0 1
Windows 0 0 0
Primavera 1 0 1

0 0 0
PrintKey-Pro 1 0 1

0 0 0
Project 2 0 2
Development 0 0 0
Roxio Media 1 0 1
Manager 0 0 0
State Payroll 2 0 2
Time Entry 0 0 0
Sybase SQL 1 0 1
Advantage 0 0 0




High

Low

Medium

Total

_No Tier 2 None Symantec 1 1 2
Endpoint 0 0 0

Total 34 6 40

0 0 0

Total 34 6 40
0 0 0

Application Error Novell 1 0 1
GroupWise 0 0 0

Total 1 0 1

0 0 0

None Microsoft 1 0 1
Windows XP 0 0 0

Novell 4 0 4

GroupWise 0 0 0

Novell 1 0 1

Messenger 0 0 0

ProjectWise 1 0 1

0 0 0

Total 7 0 7

0 0 0

Total 8 0 8
0 0 0

Mobile Devices Error BlackBerry 1 0 1
Configuration 0 0 0

BlackBerry 1 0 1

Enterprise 0 0 0

Microsoft 1 0 1

ActiveSync 0 0 0

None 3 0 3

0 0 0

Novell 0 1 1

GroupWise 0 0 0




High

Low

Medium

Total

Mobile Devices Error Total 6 1 7
0 0 0

Total 6 1 7
0 0 0

Network Error None 0 1 2
0 0 0

Novell Client 2 0 2

for 32-bit 0 0 0

Total 2 1 4

0 0 0

Incident Mozilla Firefox 1 0 1
0 0 0

None 3 1 4

0 0 0

Novell 1 0 1

GroupWise 0 0 0

Video Phone 0 0 1

0 0 0

Total 5 1 7

0 0 0

None None 1 0 1
0 0 0

Total 1 0 1

0 0 0

Password Employee 1 0 1
Gateway 0 0 0

Finance Data 1 0 1

Warehouse 0 0 0

Microsoft 2 0 2

Windows XP 0 0 0

None 5 1 6

0 0 0




High

Low

Medium

Total

Network Password Total 9 10
0 0

Performance None 3 3
0 0

Total 3 3

0 0

Virus Symantec 0 1
Endpoint 0 0

Total 0 1

0 0

Total 20 26
0 0

PC/Laptop Error Microsoft 1 3
Windows XP 0 0

None 2 2

0 0

Total 3 5

0 0

Hardware Canon Digital 1 1
Camera 0 0

None 6 8

0 0

Total 7 9

0 0

Performance Microsoft 1 1
Windows XP 0 0

None 2 2

0 0

Novell 1 1

GroupWise 0 0

Total 4 4

0 0




High

Low

Medium

Total

PC/Laptop Virus None 2 2
0 0

Total 2 2

0 0

Total 16 20
0 0

Print/Copy/Sca Error Code Microsoft 1 1
n/Fax Windows XP 0 0
None 1 1

0 0

Sharpdesk 1 1

0 0

Total 3 3

0 0

Incident None 7 8
0 0

Total 7 8

0 0

None None 1 1
0 0

Total 1 1

0 0

Paper Jam None 1 1
0 0

Total 1 1

0 0

Queue Microsoft 1 1
Windows XP 0 0

None 2 2

0 0

Total 3 3

0 0




High Low Medium Total
Print/Copy/Sca Total 15 1 16
n/Fax 0 0 0
Remote Error None 1 0 1
Connectivity 0 0 0
Total 1 0 1
0 0 0
Total 1 0 1
0 0 0
Telecom Call/Receive None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Dial Tone None 2 0 2
0 0 0
Total 2 0 2
0 0 0
Feature Novell 1 0 1
GroupWise 0 0 0
Total 1 0 1
0 0 0
Voice Mail None 1 1 2
0 0 0
Total 1 1 2
0 0 0
Total 5 1 6
0 0 0
Wireless Performance None 0 1 1
Connectivity 0 0 0
Total 0 1 1
0 0 0
Total 0 1 1
0 0 0




Telecom

High Low Medium Total

2 105 18 125

0 0 0 0

Call/Receive None 0 0 1 1
0 0 0 0

Total 0 0 1 1

0 0 0 0

Coverage Path None 0 1 0 1
0 0 0 0

Total 0 1 0 1

0 0 0 0

CrossTalk/Nois None 0 1 0 1
e/Static 0 0 0 0
Total 0 1 0 1

0 0 0 0

Dial Tone None 0 2 0 2
0 0 0 0

Total 0 2 0 2

0 0 0 0

Feature None 0 1 0 1
0 1 0 1

Total 0 1 0 1

0 1 0 1

Hardware None 0 1 0 1
0 0 0 0

Total 0 1 0 1

0 0 0 0

Voice Mail None 0 2 0 2
0 0 0 0

Total 0 2 0 2

0 0 0 0

Total 0 8 1 9
0 1 0 1




Telecom

Hardware

High

Low

Medium

Total

[N

—_

628
29




Average Time To Resolution

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.

Top Number - Total Incidents
Bottom Number - Average time in hours

High Low Medium Total
Application Error BlackBerry 0 1 0 1
Enterprise 0.00 7.03 0.00 7.03
Total 0 1 0 1
0.00 7.03 0.00 7.03
Total 0 1 0 1
0.00 7.03 0.00 7.03
Mobile Devices Error None 0 1 0 1
0.00 7.81 0.00 7.81
Total 0 1 0 1
0.00 7.81 0.00 7.81
Total 0 1 0 1
0.00 7.81 0.00 7.81
0 2 0 2
0.00 7.42 0.00 7.42
EIS Hardware None None 0 1 0 1
0.00 2.56 0.00 2.56
Total 0 1 0 1
0.00 2.56 0.00 2.56
Printer None 0 1 0 1
0.00 4.03 0.00 4.03
Total 0 1 0 1
0.00 4.03 0.00 4.03
Total 0 2 0 2
0.00 3.30 0.00 3.30




High Low Medium Total
0 2 0 2
0.00 3.30 0.00 3.30
_No Tier 2 None None 0 1 1 2
0.00 0.97 0.51 0.74
Total 0 1 1 2
0.00 0.97 0.51 0.74
Total 0 1 1 2
0.00 0.97 0.51 0.74
Application Error Utah Master 0 1 0 1
Directory 0.00 0.65 0.00 0.65
Total 0 1 0 1
0.00 0.65 0.00 0.65
Password PGP 0 2 0 2
0.00 0.73 0.00 0.73
Utah Master 0 21 0 21
Directory 0.00 0.75 0.00 0.75
Total 0 23 0 23
0.00 0.75 0.00 0.75
Total 0 24 0 24
0.00 0.75 0.00 0.75
Telecom None None 0 1 0 1
0.00 0.06 0.00 0.06
Total 0 1 0 1
0.00 0.06 0.00 0.06
Total 0 1 0 1
0.00 0.06 0.00 0.06
0 26 1 27
0.00 0.73 0.51 0.72
_No Tier 2 None None 0 80 0 80
0.00 1.30 0.00 1.30
Total 0 80 0 80
0.00 1.30 0.00 1.30




High

Low

Medium

Total

_No Tier 2 Total 0 80 0 80
0.00 1.30 0.00 1.30

Application Error None 0 13 0 13
0.00 3.89 0.00 3.89

Total 0 13 0 13

0.00 3.89 0.00 3.89

None None 0 11 0 11

0.00 0.38 0.00 0.38

Total 0 11 0 11

0.00 0.38 0.00 0.38

Password None 0 1 0 1

0.00 4.60 0.00 4.60

Total 0 1 0 1

0.00 4.60 0.00 4.60

Total 0 25 0 25

0.00 2.37 0.00 2.37

Mobile Devices Error BlackBerry 0 1 0 1
0.00 9.70 0.00 9.70

Total 0 1 0 1

0.00 9.70 0.00 9.70

Total 0 1 0 1

0.00 9.70 0.00 9.70

Network Error None 0 2 0 2
0.00 5.48 0.00 5.48

Total 0 2 0 2

0.00 5.48 0.00 5.48

Incident None 0 2 0 2

0.00 3.25 0.00 3.25

Total 0 2 0 2

0.00 3.25 0.00 3.25

None None 0 2 0 2

0.00 0.39 0.00 0.39




High Low Medium Total
Network None Total 0 2 0 2
0.00 0.39 0.00 0.39
Password None 0 2 0 2
0.00 0.35 0.00 0.35
Novell Client 0 1 0 1
for 32-bit 0.00 0.05 0.00 0.05
Total 0 3 0 3
0.00 0.25 0.00 0.25
Total 0 9 0 9
0.00 2.1 0.00 2.1
PC/Laptop Error None 0 7 0 7
0.00 1.56 0.00 1.56
Total 0 7 0 7
0.00 1.56 0.00 1.56
Hardware None 0 4 0 4
0.00 0.20 0.00 0.20
Total 0 4 0 4
0.00 0.20 0.00 0.20
None None 0 33 0 33
0.00 2.44 0.00 2.44
Total 0 33 0 33
0.00 2.44 0.00 2.44
Password None 0 1 0 1
0.00 4.16 0.00 4.16
Total 0 1 0 1
0.00 4.16 0.00 4.16
Performance None 0 8 0 8
0.00 3.06 0.00 3.06
Total 0 8 0 8
0.00 3.06 0.00 3.06
Virus None 0 12 0 12
0.00 0.87 0.00 0.87




High

Low

Medium

Total

PC/Laptop Virus Total 0 12 0 12
0.00 0.87 0.00 0.87

Total 0 65 0 65

0.00 2.02 0.00 2.02

Print/Copy/Sca Error Code None 0 3 1 4
n/Fax 0.00 4.21 2.96 3.90
Total 0 3 1 4

0.00 4.21 2.96 3.90

Incident None 0 3 0 3

0.00 1.32 0.00 1.32

Total 0 3 0 3

0.00 1.32 0.00 1.32

None None 0 7 0 7

0.00 1.38 0.00 1.38

Total 0 7 0 7

0.00 1.38 0.00 1.38

Paper Jam None 0 1 0 1

0.00 3.22 0.00 3.22

Total 0 1 0 1

0.00 3.22 0.00 3.22

Toner/Fuser/ink None 0 1 0 1

0.00 1.52 0.00 1.52

Total 0 1 0 1

0.00 1.52 0.00 1.52

Total 0 15 1 16

0.00 2.07 2.96 2.12

Server None None 0 0 1 1
0.00 0.00 3.92 3.92

Total 0 0 1 1

0.00 0.00 3.92 3.92

Total 0 0 1 1

0.00 0.00 3.92 3.92




High

Low

Medium

Total

Wireless None None 0 1 0 1
Connectivity 0.00 0.49 0.00 0.49
0 1 0 1

0.00 0.49 0.00 0.49

0 1 0 1

0.00 0.49 0.00 0.49

0 196 2 198

0.00 1.81 3.44 1.83

_No Tier 2 1 12 1 14
139.52 6.47 0.00 15.51

Total 1 12 1 14

139.52 6.47 0.00 15.51

Total 1 12 1 14

139.52 6.47 0.00 15.51

Application 1 0 0 1
70.63 0.00 0.00 70.63

1 0 0 1

70.63 0.00 0.00 70.63

1 0 0 1

70.63 0.00 0.00 70.63

2 12 1 15

105.07 6.47 0.00 19.19

_No Tier 2 0 2 0 2
0.00 53.92 0.00 53.92

0 2 0 2

0.00 53.92 0.00 53.92

0 2 0 2

0.00 53.92 0.00 53.92

0 2 0 2

0.00 53.92 0.00 53.92

_No Tier 2 0 2 0 2
0.00 1.29 0.00 1.29




High Low Medium Total
_No Tier 2 None Total 0 2 0 2
0.00 1.29 0.00 1.29
Total 0 2 0 2
0.00 1.29 0.00 1.29
Application Error Internet 0 1 0 1
Explorer 0.00 1.25 0.00 1.25
Novell 0 2 0 2
GroupWise 0.00 0.98 0.00 0.98
Project 0 2 0 2
Development 0.00 0.03 0.00 0.03
Total 0 5 0 5
0.00 0.65 0.00 0.65
Password Utah Master 0 1 0 1
Directory 0.00 1.00 0.00 1.00
Total 0 1 0 1
0.00 1.00 0.00 1.00
Total 0 6 0 6
0.00 0.71 0.00 0.71
Mobile Devices Error Novell 0 1 0 1
GroupWise 0.00 0.07 0.00 0.07
VZAccess 0 1 0 1
Manager 0.00 0.32 0.00 0.32
Total 0 2 0 2
0.00 0.20 0.00 0.20
Total 0 2 0 2
0.00 0.20 0.00 0.20
Network Error VZAccess 0 1 0 1
Manager 0.00 5.65 0.00 5.65
Total 0 1 0 1
0.00 5.65 0.00 5.65
Incident None 0 1 0 1
0.00 2.54 0.00 2.54




High Low Medium Total
Network Incident Total 0 1 0 1
0.00 2.54 0.00 2.54
Password Novell Client 0 1 0 1
for 32-bit 0.00 0.06 0.00 0.06
Novell 0 2 0 2
ConsoleOne 0.00 2.82 0.00 2.82
Total 0 3 0 3
0.00 1.90 0.00 1.90
Total 0 5 0 5
0.00 2.78 0.00 2.78
PC/Laptop Error Google Earth 0 1 0 1
0.00 2.18 0.00 2.18
Microsoft Office 0 1 0 1
XP 0.00 2.82 0.00 2.82
Microsoft Word 0 1 0 1
0.00 2.04 0.00 2.04
Novell Client 0 1 0 1
for 32-bit 0.00 0.41 0.00 0.41
Total 0 4 0 4
0.00 1.86 0.00 1.86
Password Microsoft 0 1 0 1
Windows XP 0.00 2.04 0.00 2.04
Total 0 1 0 1
0.00 2.04 0.00 2.04
Virus Microsoft 0 1 0 1
Windows XP 0.00 4.06 0.00 4.06
Symantec 0 1 0 1
Endpoint 0.00 0.49 0.00 0.49
Total 0 2 0 2
0.00 2.27 0.00 2.27
Total 0 7 0 7
0.00 2.00 0.00 2.00




High Low Medium Total
Print/Copy/Sca Incident None 0 1 0 1
n/Fax 0.00 2.41 0.00 2.41
Total 0 1 0 1
0.00 2.41 0.00 2.41
Total 0 1 0 1
0.00 2.41 0.00 2.41
0 23 0 23
0.00 1.63 0.00 1.63
_No Tier 2 None None 0 93 1 94
0.00 0.22 0.06 0.22
Total 0 93 1 94
0.00 0.22 0.06 0.22
Total 0 93 1 94
0.00 0.22 0.06 0.22
Application Error Contivity VPN 0 1 0 1
Client 0.00 0.23 0.00 0.23
Corel 0 9 0 9
WordPerfect 0.00 0.06 0.00 0.06
electronic 0 2 0 2
Project 0.00 0.07 0.00 0.07
Employee 0 5 0 5
Gateway 0.00 0.49 0.00 0.49
Internet 0 3 0 3
Explorer 0.00 0.06 0.00 0.06
Microsoft 0 2 0 2
Access 0.00 0.00 0.00 0.00
Microsoft 0 1 0 1
Access 2003 0.00 0.61 0.00 0.61
Microsoft Office 0 1 0 1
2003 0.00 0.58 0.00 0.58
Microsoft Office 0 1 0 1
XP 0.00 0.05 0.00 0.05




Application

High Low Medium Total

Error Microsoft 0 1 0 1
Windows XP 0.00 0.06 0.00 0.06
None 0 3 0 3
0.00 2.99 0.00 2.99

Novell 0 5 0 5
GroupWise 0.00 0.32 0.00 0.32
Novell 0 1 0 1
GroupWise 0.00 0.00 0.00 0.00
Novell 0 1 0 1
Messenger 0.00 0.06 0.00 0.06
PrintKey-Pro 0 1 0 1
0.00 0.02 0.00 0.02

Project 0 2 0 2
Development 0.00 0.06 0.00 0.06
Total 0 39 0 39
0.00 0.41 0.00 0.41

None Employee 0 1 0 1
Gateway 0.00 0.09 0.00 0.09
Total 0 1 0 1
0.00 0.09 0.00 0.09

Password Cisco Secure 0 1 0 1
VPN Client 0.00 0.06 0.00 0.06
Cisco Systems 0 1 0 1
VPN Client 0.00 0.04 0.00 0.04
Employee 0 2 0 2
Gateway 0.00 0.08 0.00 0.08
Microsoft 0 1 0 1
Access 0.00 0.09 0.00 0.09
Microsoft 0 1 0 1
Windows XP 0.00 0.05 0.00 0.05
None 0 1 0 1
0.00 0.54 0.00 0.54




High Low Medium Total
Application Password Novell 0 1 0 1
GroupWise 0.00 0.05 0.00 0.05
Total 0 8 0 8
0.00 0.12 0.00 0.12
Reporting Cisco Secure 0 1 0 1
VPN Client 0.00 0.06 0.00 0.06
Corel 0 1 0 1
WordPerfect 0.00 0.05 0.00 0.05
Employee 0 4 0 4
Gateway 0.00 0.07 0.00 0.07
Microsoft 0 1 0 1
Access 0.00 0.19 0.00 0.19
Novell 0 12 0 12
GroupWise 0.00 0.05 0.00 0.05
Novell 0 2 0 2
GroupWise 0.00 0.06 0.00 0.06
Total 0 21 0 21
0.00 0.06 0.00 0.06
Total 0 69 0 69
0.00 0.26 0.00 0.26
EIS Hardware PC/Laptop None 0 1 0 1
0.00 0.27 0.00 0.27
Total 0 1 0 1
0.00 0.27 0.00 0.27
Printer None 0 1 0 1
0.00 0.06 0.00 0.06
Total 0 1 0 1
0.00 0.06 0.00 0.06
Total 0 2 0 2
0.00 0.16 0.00 0.16
Mobile Devices Error BlackBerry 0 1 0 1
0.00 0.04 0.00 0.04




High Low Medium Total
Mobile Devices Error None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 2 0 2
0.00 0.02 0.00 0.02
Total 0 2 0 2
0.00 0.02 0.00 0.02
Network Error None 0 2 0 2
0.00 0.00 0.00 0.00
Total 0 2 0 2
0.00 0.00 0.00 0.00
Password Employee 0 1 0 1
Gateway 0.00 0.05 0.00 0.05
State Payroll 0 1 0 1
Time Entry 0.00 0.10 0.00 0.10
Total 0 2 0 2
0.00 0.07 0.00 0.07
Performance Employee 0 1 0 1
Gateway 0.00 0.05 0.00 0.05
None 0 4 0 4
0.00 0.13 0.00 0.13
Novell Client 0 2 0 2
for 32-bit 0.00 0.05 0.00 0.05
Novell Netware 0 1 0 1
Connect 0.00 1.37 0.00 1.37
Total 0 8 0 8
0.00 0.25 0.00 0.25
Total 0 12 0 12
0.00 0.20 0.00 0.20
PC/Laptop Error None 0 6 0 6
0.00 0.13 0.00 0.13
Symantec 0 1 0 1
Endpoint 0.00 0.04 0.00 0.04




PC/Laptop

High Low Medium Total

Error Total 0 7 0 7
0.00 0.12 0.00 0.12

Hardware None 0 7 0 7
0.00 0.1 0.00 0.11

Total 0 7 0 7

0.00 0.11 0.00 0.11

Password PGP 0 1 0 1
0.00 0.04 0.00 0.04

Total 0 1 0 1

0.00 0.04 0.00 0.04

Performance Microsoft 0 1 0 1
Windows XP 0.00 0.05 0.00 0.05

None 0 1 0 1

0.00 0.07 0.00 0.07

Norton 0 1 0 1

AntiVirus for 0.00 0.48 0.00 0.48

Novell Client 0 1 0 1

for 32-bit 0.00 0.06 0.00 0.06

PGP 0 1 0 1

0.00 0.46 0.00 0.46

Symantec 0 1 0 1

AntiVirus 0.00 2.01 0.00 2.01

Total 0 6 0 6

0.00 0.52 0.00 0.52

Virus None 0 5 0 5
0.00 1.65 0.00 1.65

Virus Secure 0 1 0 1

for Windows 0.00 1.67 0.00 1.67

Total 0 6 0 6

0.00 1.65 0.00 1.65

Total 0 27 0 27
0.00 0.54 0.00 0.54




High Low Medium Total
Print/Copy/Sca Error Code None 0 1 0 1
n/Fax 0.00 0.13 0.00 0.13
Project 0 1 0 1
Development 0.00 0.03 0.00 0.03
Total 0 2 0 2
0.00 0.08 0.00 0.08
Incident Advanced LAN 0 1 0 1
Scanner 0.00 0.11 0.00 0.1
None 0 4 0 4
0.00 0.07 0.00 0.07
WebScan 0 1 0 1
0.00 0.04 0.00 0.04
Total 0 6 0 6
0.00 0.07 0.00 0.07
None None 0 4 0 4
0.00 0.02 0.00 0.02
Total 0 4 0 4
0.00 0.02 0.00 0.02
Paper Jam None 0 1 0 1
0.00 0.08 0.00 0.08
Total 0 1 0 1
0.00 0.08 0.00 0.08
Queue PDF Converter 0 1 0 1
0.00 0.10 0.00 0.10
Total 0 1 0 1
0.00 0.10 0.00 0.10
Total 0 14 0 14
0.00 0.06 0.00 0.06
Remote Performance None 0 1 0 1
Connectivity 0.00 0.04 0.00 0.04
Total 0 1 0 1
0.00 0.04 0.00 0.04




High Low Medium Total
Remote Total 0 1 0 1
Connectivity 0.00 0.04 0.00 0.04
Telecom Dial Tone None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Hardware None 0 1 0 1
0.00 0.08 0.00 0.08
Total 0 1 0 1
0.00 0.08 0.00 0.08
None None 0 1 0 1
0.00 0.04 0.00 0.04
Total 0 1 0 1
0.00 0.04 0.00 0.04
Total 0 3 0 3
0.00 0.05 0.00 0.05
0 223 1 224
0.00 0.26 0.06 0.26
_No Tier 2 None Adobe Acrobat 0 1 0 1
8.0 0.00 0.02 0.00 0.02
Adobe 0 2 0 2
Contribute 0.00 0.14 0.00 0.14
Adobe Reader 0 1 1 2
0.00 0.07 0.03 0.05
ArcGIS 0 1 0 1
0.00 0.03 0.00 0.03
Business 0 0 1 1
Intelligence 0.00 0.00 0.03 0.03
CutePDF Pro 0 2 0 2
(Evaluation) 0.00 0.00 0.00 0.00
electronic 0 5 0 5
Project 0.00 0.04 0.00 0.04




_No Tier 2

None

High Low Medium Total

Employee 0 1 0 1
Gateway 0.00 0.03 0.00 0.03
FreeFTP 0 0 1 1

0.00 0.00 0.05 0.05
Internet 0 1 0 1
Explorer 0.00 0.06 0.00 0.06
Microsoft Office 0 1 0 1
Professional 0.00 0.08 0.00 0.08
Microsoft 0 1 0 1
Windows XP 0.00 0.11 0.00 0.11
Microsoft 0 1 0 1
Windows XP 0.00 0.05 0.00 0.05
None 0 1 0 1

0.00 0.04 0.00 0.04
Novell 0 2 0 2
ConsoleOne 0.00 0.06 0.00 0.06
Novell 0 3 1 4
GroupWise 0.00 0.12 0.08 0.11
Novell 0 1 1 2
GroupWise 0.00 0.05 0.05 0.05
PGP for 0 1 0 1
Windows 0.00 0.83 0.00 0.83
Primavera 0 1 0 1

0.00 0.06 0.00 0.06
PrintKey-Pro 0 1 0 1

0.00 0.00 0.00 0.00
Project 0 2 0 2
Development 0.00 1.40 0.00 1.40
Roxio Media 0 1 0 1
Manager 0.00 0.02 0.00 0.02
State Payroll 0 2 0 2
Time Entry 0.00 0.02 0.00 0.02




High Low Medium Total
_No Tier 2 None Sybase SQL 0 1 0 1
Advantage 0.00 0.00 0.00 0.00
Symantec 0 1 1 2
Endpoint 0.00 0.22 0.00 0.11
Total 0 34 6 40
0.00 0.16 0.04 0.14
Total 0 34 6 40
0.00 0.16 0.04 0.14
Application Error Novell 0 1 0 1
GroupWise 0.00 0.08 0.00 0.08
Total 0 1 0 1
0.00 0.08 0.00 0.08
None Microsoft 0 1 0 1
Windows XP 0.00 0.18 0.00 0.18
Novell 0 4 0 4
GroupWise 0.00 0.06 0.00 0.06
Novell 0 1 0 1
Messenger 0.00 0.04 0.00 0.04
ProjectWise 0 1 0 1
0.00 0.05 0.00 0.05
Total 0 7 0 7
0.00 0.07 0.00 0.07
Total 0 8 0 8
0.00 0.07 0.00 0.07
Mobile Devices Error BlackBerry 0 1 0 1
Configuration 0.00 0.03 0.00 0.03
BlackBerry 0 1 0 1
Enterprise 0.00 0.06 0.00 0.06
Microsoft 0 1 0 1
ActiveSync 0.00 0.06 0.00 0.06
None 0 3 0 3
0.00 0.04 0.00 0.04




High Low Medium Total
Mobile Devices Error Novell 0 0 1 1
GroupWise 0.00 0.00 0.07 0.07
Total 0 6 1 7
0.00 0.04 0.07 0.05
Total 0 6 1 7
0.00 0.04 0.07 0.05
Network Error None 1 0 1 2
0.05 0.00 0.04 0.04
Novell Client 0 2 0 2
for 32-bit 0.00 0.23 0.00 0.23
Total 1 2 1 4
0.05 0.23 0.04 0.13
Incident Mozilla Firefox 0 1 0 1
0.00 0.00 0.00 0.00
None 0 3 1 4
0.00 0.00 0.01 0.00
Novell 0 1 0 1
GroupWise 0.00 0.03 0.00 0.03
Video Phone 1 0 0 1
0.18 0.00 0.00 0.18
Total 1 5 1 7
0.18 0.01 0.01 0.04
None None 0 1 0 1
0.00 0.06 0.00 0.06
Total 0 1 0 1
0.00 0.06 0.00 0.06
Password Employee 0 1 0 1
Gateway 0.00 0.03 0.00 0.03
Finance Data 0 1 0 1
Warehouse 0.00 0.03 0.00 0.03
Microsoft 0 2 0 2
Windows XP 0.00 0.07 0.00 0.07




High

Low

Medium

Total

Network Password None 0 5 1 6
0.00 0.12 0.03 0.10

Total 0 9 1 10

0.00 0.09 0.03 0.08

Performance None 0 3 0 3
0.00 0.09 0.00 0.09

Total 0 3 0 3

0.00 0.09 0.00 0.09

Virus Symantec 0 0 1 1
Endpoint 0.00 0.00 0.00 0.00

Total 0 0 1 1

0.00 0.00 0.00 0.00

Total 2 20 4 26
0.1 0.08 0.02 0.08

PC/Laptop Error Microsoft 0 1 2 3
Windows XP 0.00 0.08 0.20 0.16

None 0 2 0 2

0.00 0.05 0.00 0.05

Total 0 3 2 5

0.00 0.06 0.20 0.1

Hardware Canon Digital 0 1 0 1
Camera 0.00 0.08 0.00 0.08

None 0 6 2 8

0.00 0.07 0.26 0.11

Total 0 7 2 9

0.00 0.07 0.26 0.1

Performance Microsoft 0 1 0 1
Windows XP 0.00 0.05 0.00 0.05

None 0 2 0 2

0.00 0.03 0.00 0.03

Novell 0 1 0 1

GroupWise 0.00 0.04 0.00 0.04




High

Low

Medium

Total

PC/Laptop Performance Total 0 4 0 4
0.00 0.04 0.00 0.04

Virus None 0 2 0 2
0.00 1.17 0.00 1.17

Total 0 2 0 2

0.00 1.17 0.00 1.17

Total 0 16 4 20
0.00 0.20 0.23 0.20

Print/Copy/Sca Error Code Microsoft 0 1 0 1
n/Fax Windows XP 0.00 0.09 0.00 0.09
None 0 1 0 1

0.00 0.08 0.00 0.08

Sharpdesk 0 1 0 1

0.00 0.10 0.00 0.10

Total 0 3 0 3

0.00 0.09 0.00 0.09

Incident None 0 7 1 8
0.00 0.04 0.26 0.07

Total 0 7 1 8

0.00 0.04 0.26 0.07

None None 0 1 0 1
0.00 0.15 0.00 0.15

Total 0 1 0 1

0.00 0.15 0.00 0.15

Paper Jam None 0 1 0 1
0.00 0.10 0.00 0.10

Total 0 1 0 1

0.00 0.10 0.00 0.10

Queue Microsoft 0 1 0 1
Windows XP 0.00 0.27 0.00 0.27

None 0 2 0 2

0.00 0.24 0.00 0.24




High

Low

Medium

Total

Print/Copy/Sca Queue Total 0 3 0 3
n/Fax 0.00 0.25 0.00 0.25
Total 0 15 1 16

0.00 0.1 0.26 0.12

Remote Error None 0 1 0 1
Connectivity 0.00 0.06 0.00 0.06
Total 0 1 0 1

0.00 0.06 0.00 0.06

Total 0 1 0 1

0.00 0.06 0.00 0.06

Telecom Call/Receive None 0 1 0 1
0.00 0.06 0.00 0.06

Total 0 1 0 1

0.00 0.06 0.00 0.06

Dial Tone None 0 2 0 2

0.00 0.00 0.00 0.00

Total 0 2 0 2

0.00 0.00 0.00 0.00

Feature Novell 0 1 0 1

GroupWise 0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Voice Mail None 0 1 1 2

0.00 0.07 0.04 0.05

Total 0 1 1 2

0.00 0.07 0.04 0.05

Total 0 5 1 6

0.00 0.04 0.04 0.04

Wireless Performance None 0 0 1 1
Connectivity 0.00 0.00 0.04 0.04
Total 0 0 1 1

0.00 0.00 0.04 0.04




Wireless
Connectivity

Telecom

High Low Medium Total
Total 0 0 1 1
0.00 0.00 0.04 0.04
2 105 18 125
0.1 0.13 0.09 0.12
Call/Receive None 0 0 1 1
0.00 0.00 0.50 0.50
Total 0 0 1 1
0.00 0.00 0.50 0.50
Coverage Path None 0 1 0 1
0.00 0.12 0.00 0.12
Total 0 1 0 1
0.00 0.12 0.00 0.12
CrossTalk/Nois None 0 1 0 1
e/Static 0.00 1.06 0.00 1.06
Total 0 1 0 1
0.00 1.06 0.00 1.06
Dial Tone None 0 2 0 2
0.00 0.23 0.00 0.23
Total 0 2 0 2
0.00 0.23 0.00 0.23
Feature None 0 1 0 1
0.00 7.00 0.00 7.00
Total 0 1 0 1
0.00 7.00 0.00 7.00
Hardware None 0 1 0 1
0.00 0.41 0.00 0.41
Total 0 1 0 1
0.00 0.41 0.00 0.41
Voice Mail None 0 2 0 2
0.00 0.37 0.00 0.37
Total 0 2 0 2
0.00 0.37 0.00 0.37




High

Low

Medium

Total

Telecom

Telecom Hardware

0.00

1.23

0.50

1.14

0.00

1.23

0.50

1.14

0.28

0.28

0.28

0.28

628
1.48

INC000000082950 _No Tier 2 None None TIR Missed: Yes TIR: 1.59
Metro D North Desktop Support Transportation Low Closed TTR Missed: No  TTR: 1.59
INC000000084287 _No Tier 2 None None TIR Missed: Yes TIR: 51.33
Metro C Network Transportation Low Closed TTR Missed: Yes TTR: 51.37
INC000000085859 _No Tier 2 None None TIR Missed: Yes TIR: 12.11
Rural Central Desktop Support Transportation Low Closed TTR Missed: Yes TTR: 12.11
INC000000086026 _No Tier 2 None None TIR Missed: No TIR:  0.99
Metro D North Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.99
INC000000086878 _No Tier 2 None None TIR Missed: No TIR:  0.90
Metro C Hosting Transportation Low Closed TTR Missed: No  TTR: 0.90
INC000000087014 _No Tier 2 None None TIR Missed: No TIR:  0.11
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.11
INC000000087479 _No Tier 2 None None TIR Missed: No TIR:  0.51
Help Desk Transportation Medium Closed TTR Missed: No  TTR: 0.51
INC000000087596 _No Tier 2 None Novell GroupWise TIR Missed: No TIR:  0.02
Rural South Desktop Support ~ Transportation Low Closed TTR Missed: No  TTR: 0.02
INC000000087668 _No Tier 2 None None TIR Missed: Yes TIR: 2.00
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 5.03
INC000000087677 _No Tier 2 None None TIR Missed: No TIR:  0.01
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.01
INC000000087682 _No Tier 2 None None TIR Missed: No TIR: 0.03
Rural Central Desktop Support Transportation Low Closed TTR Missed: Yes TTR: 6.25
INC000000087688 _No Tier 2 None None TIR Missed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000088032 _No Tier 2 None None TIR Missed: Yes TIR: 2.77




Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 2.77
INC000000088315 _No Tier 2 None Adobe Contribute TIRMissed: No TIR: 0.26
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.26
INC000000088326 _No Tier 2 None Adobe Contribute TIR Missed: No TIR:  0.02
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.02
INC000000088337 _No Tier 2 None None TIR Missed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.02
INC000000088348 _No Tier 2 None None TIR Missed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.02
INC000000088535 _No Tier 2 None None TIR Missed: No TIR:  0.09
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.09
INC000000088635 _No Tier 2 None None TIRMissed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.02
INC000000088642 _No Tier 2 None None TIRMissed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.02
INC000000088648 _No Tier 2 None None TIR Missed: No TIR:  0.03
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.03
INC000000088730 _No Tier 2 None Symantec Endpoint Prote TIR Missed: No TIR: 0.00
Rural South Desktop Support  Transportation Medium Closed TTR Missed: No  TTR: 0.00
INC000000088750 _No Tier 2 None None TIR Missed: Yes TIR: 1.38
Metro C Desktop Support Transportation Low Closed TTR Missed: Yes TTR: 8.09
INC000000088791 _No Tier 2 None None TIR Missed: Yes TIR:  3.31
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 3.31
INC000000088849 _No Tier 2 None None TIRMissed: No TIR: 0.97
Help Desk Transportation Low Closed TTR Missed: No  TTR: 0.97
INC000000088892 _No Tier 2 None FreeFTP TIR Missed: No  TIR: 0.05
Rural South Desktop Support  Transportation Medium Closed TTR Missed: No  TTR: 0.05
INC000000088955 _No Tier 2 None None TIRMissed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.02
INC000000088968 _No Tier 2 None None TIRMissed: No TIR:  0.01
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.01
INC000000089408 _No Tier 2 None None TIR Missed: No TIR:  0.03
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.03
INC000000089412 _No Tier 2 None None TIRMissed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.02
INC000000089415 _No Tier 2 None None TIR Missed: No TIR:  0.04
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.04
INC000000089423 _No Tier 2 None None TIRMissed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.02
INC000000089426 _No Tier 2 None None TIRMissed: No TIR:  0.01
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.01
INC000000089529 _No Tier 2 None Microsoft Windows XP Pi TIR Missed: No TIR: 0.05
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.05
INC000000089665 _No Tier 2 None None TIR Missed: Yes TIR: 1.45
Metro C Hosting Transportation Low Closed TTR Missed: No  TTR: 1.45
INC000000089666 _No Tier 2 None None TIR Missed: Yes TIR: 1.36
Metro C Hosting Transportation Low Closed TTR Missed: No  TTR: 1.36
INC000000089678 _No Tier 2 None Novell GroupWise TIR Missed: No TIR: 0.23



Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.32
INC000000089760 _No Tier 2 None None TIR Missed: No TIR:  0.53
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 2.60
INC000000089775 _No Tier 2 None None TIR Missed: No TIR: 0.38
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 1.69
INC000000089819  _No Tier 2 None Roxio Media Manager TIR Missed: No  TIR: 0.02
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.02
INC000000089941  _No Tier 2 None Novell ConsoleOne TIR Missed: No  TIR: 0.08
Rural South Desktop Support ~ Transportation Low Closed TTR Missed: No  TTR: 0.08
INC000000090273  _No Tier 2 None Novell ConsoleOne TIR Missed: No  TIR: 0.03
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.03
INC000000090907 _No Tier 2 None None TIRMissed: No TIR:  0.02
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.02
INC000000091064 _No Tier 2 None None TIRMissed: No TIR: 0.15
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.15
INC000000091206 _No Tier 2 None None TIR Missed: Yes TIR: 1.66
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 1.66
INC000000091308 _No Tier 2 None None TIRMissed: No TIR:  0.02
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.02
INC000000091312 _No Tier 2 None None TIR Missed: No TIR:  0.03
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.03
INC000000091632 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 1.98
INC000000091661 _No Tier 2 None None TIR Missed: Yes TIR:  3.51
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 3.51
INC000000091853 _No Tier 2 None None TIR Missed: Yes TIR:  3.90
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 3.90
INC000000092169 _No Tier 2 None None TIR Missed: Yes TIR: 139.52
Metro C Hosting Transportation High Closed TTR Missed: Yes TTR: 139.52
INC000000092319 _No Tier 2 None None TIRMissed: No TIR: 0.05
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.05
INC000000092326 _No Tier 2 None None TIRMissed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.02
INC000000092330 _No Tier 2 None None TIRMissed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.02
INC000000092331 _No Tier 2 None None TIR Missed: Yes TIR: 26.25
Metro C Hosting Transportation Low Closed TTR Missed: Yes TTR: 26.25
INC000000092337 _No Tier 2 None None TIR Missed: No TIR:  0.04
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.04
INC000000092367 _No Tier 2 None Business Intelligence Toc TIR Missed: No TIR: 0.03
Rural South Desktop Support  Transportation Medium Closed TTR Missed: No  TTR: 0.03
INC000000092379  _No Tier 2 None electronic Project Manag: TIR Missed: No  TIR: 0.03
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.03
INC000000092385 _No Tier 2 None Project Development Bus TIR Missed: No TIR: 0.04
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 2.80
INC000000092636  _No Tier 2 None State Payroll Time Entry TIR Missed: No TIR: 0.03
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.03
INC000000092978 _No Tier 2 None None TIRMissed: No TIR:  0.02



Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.19
INC000000092984 _No Tier 2 None None TIR Missed: No TIR:  0.02
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.16
INC000000092987 _No Tier 2 None None TIR Missed: No TIR:  0.01
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.13
INC000000092993 _No Tier 2 None None TIR Missed: No TIR:  0.01
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.09
INC000000093011 _No Tier 2 None None TIRMissed: No TIR:  0.01
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.16
INC000000093021 _No Tier 2 None None TIR Missed: No TIR:  0.02
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.11
INC000000093044 _No Tier 2 None None TIRMissed: No TIR:  0.02
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.38
INC000000093058 _No Tier 2 None None TIRMissed: No TIR:  0.02
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.33
INC000000093061 _No Tier 2 None None TIRMissed: No TIR:  0.01
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.36
INC000000093477 _No Tier 2 None None TIRMissed: No TIR:  0.01
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.54
INC000000093481 _No Tier 2 None None TIRMissed: No TIR:  0.01
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.52
INC000000093488 _No Tier 2 None None TIRMissed: No TIR:  0.02
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.51
INC000000093815 _No Tier 2 None None TIRMissed: No TIR: 0.17
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.89
INC000000093829 _No Tier 2 None None TIR Missed: No TIR:  0.08
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 2.69
INC000000094038 _No Tier 2 None None TIR Missed: Yes TIR: 2.54
Metro C Hosting Transportation Low Closed TTR Missed: No  TTR: 2.54
INC000000094209 _No Tier 2 None None TIR Missed: No TIR: 0.06
Rural Central Desktop Support Transportation Medium Closed TTR Missed: No  TTR: 0.06
INC000000094212 _No Tier 2 None None TIR Missed: No TIR:  0.03
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.03
INC000000094215 _No Tier 2 None None TIRMissed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.02
INC000000094362 _No Tier 2 None Employee Gateway TIR Missed: No TIR: 0.03
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.03
INC000000094364 _No Tier 2 None Internet Explorer TIR Missed: No TIR: 0.06
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.06
INC000000094387 _No Tier 2 None Novell GroupWise TIR Missed: No TIR: 0.08
Rural South Desktop Support  Transportation Medium Closed TTR Missed: No  TTR: 0.08
INC000000094404 _No Tier 2 None Primavera TIR Missed: No TIR:  0.06
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.06
INC000000094554 _No Tier 2 None Adobe Reader TIR Missed: No TIR:  0.03
Rural South Desktop Support  Transportation Medium Closed TTR Missed: No  TTR: 0.03
INC000000094563 _No Tier 2 None Novell GroupWise TIR Missed: No TIR: 0.00
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000094566 _No Tier 2 None Project Development Bus TIR Missed: No TIR: 0.00



Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000094766 _No Tier 2 None None TIR Missed: No TIR: 0.87
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.96
INC000000094771 _No Tier 2 None None TIR Missed: Yes TIR: 2.54
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 2.54
INC000000094774 _No Tier 2 None None TIR Missed: Yes TIR: 1.23
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 1.23
INC000000094782 _No Tier 2 None None TIR Missed: Yes TIR: 1.21
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 1.21
INC000000094819 _No Tier 2 None None TIR Missed: Yes TIR: 12.55
Metro C Hosting Transportation Low Closed TTR Missed: Yes TTR: 12.55
INC000000094943 _No Tier 2 None None TIR Missed: Yes TIR: 10.68
Metro C Hosting Transportation Low Closed TTR Missed: Yes TTR: 10.68
INC000000094948 _No Tier 2 None None TIRMissed: No TIR:  0.01
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.01
INC000000094952 _No Tier 2 None None TIRMissed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.02
INC000000094958 _No Tier 2 None None TIR Missed: No TIR:  0.04
Rural Central Desktop Support Transportation Low Closed TTR Missed: No TTR: 0.04
INC000000094966 _No Tier 2 None None TIRMissed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.02
INC000000094972 _No Tier 2 None None TIR Missed: Yes TIR: 10.41
Metro C Hosting Transportation Low Closed TTR Missed: Yes TTR: 10.41
INC000000095250 _No Tier 2 None None TIR Missed: Yes TIR:  9.01
Metro C Hosting Transportation Low Closed TTR Missed: Yes TTR: 9.01
INC000000095268 _No Tier 2 None PGP for Windows TIR Missed: No TIR: 0.83
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.83
INC000000095312 _No Tier 2 None None TIR Missed: No TIR:  0.03
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.03
INC000000095362 _No Tier 2 None electronic Project Manag: TIR Missed: No TIR: 0.05
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.05
INC000000095365 _No Tier 2 None None TIR Missed: Yes TIR: 1.97
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 2.41
INC000000095421 _No Tier 2 None None TIR Missed: No TIR:  0.53
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.53
INC000000095622 _No Tier 2 None None TIRMissed: No TIR: 0.19
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.28
INC000000096027 _No Tier 2 None None TIRMissed: No TIR: 0.29
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.52
INC000000096304 _No Tier 2 None None TIRMissed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.02
INC000000096309 _No Tier 2 None None TIRMissed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.02
INC000000096310 _No Tier 2 None None TIR Missed: No TIR:  0.03
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.03
INC000000096350 _No Tier 2 None None TIRMissed: No TIR:  0.01
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.01
INC000000096351 _No Tier 2 None None TIR Missed: No TIR: 0.06



Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.06
INC000000096546 _No Tier 2 None None TIR Missed: Yes TIR: 56.45
Metro C Network Transportation Low Resolved TTR Missed: Yes TTR: 56.46
INC000000096569 _No Tier 2 None None TIR Missed: Yes TIR: 1.84
Metro C Desktop Support Transportation Low Closed TTR Missed: No TTR: 1.84
INC000000096587 _No Tier 2 None None TIR Missed: Yes TIR: 1.50
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 1.50
INC000000096597 _No Tier 2 None None TIR Missed: Yes TIR: 1.59
Metro C Hosting Transportation Low Closed TTR Missed: No  TTR: 1.59
INC000000096731 _No Tier 2 None None TIRMissed: No TIR: 0.85
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 3.84
INC000000096759 _No Tier 2 None None TIRMissed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.02
INC000000097025 _No Tier 2 None None TIRMissed: No TIR:  0.01
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.01
INC000000097028 _No Tier 2 None None TIRMissed: No TIR:  0.01
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.01
INC000000097051 _No Tier 2 None None TIRMissed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.02
INC000000097673 _No Tier 2 None None TIR Missed: No TIR:  0.04
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.04
INC000000097679 _No Tier 2 None None TIRMissed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.02
INC000000098106 _No Tier 2 None None TIRMissed: No TIR:  0.01
Metro C Desktop Support Transportation Low Resolved TTR Missed: No TTR: 1.84
INC000000098127 _No Tier 2 None None TIRMissed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.02
INC000000098129 _No Tier 2 None None TIR Missed: No TIR:  0.03
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000098151 _No Tier 2 None None TIRMissed: No TIR:  0.02
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 1.90
INC000000098212 _No Tier 2 None None TIR Missed: No TIR:  0.04
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.04
INC000000098216 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000098427 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro C Hosting Transportation Medium Resolved TTR Missed: No  TTR: 0.00
INC000000098692 _No Tier 2 None Adobe Reader TIRMissed: No TIR:  0.07
Rural South Desktop Support  Transportation Low Resolved TTR Missed: No  TTR: 0.07
INC000000098772 _No Tier 2 None ArcGIS TIR Missed: No TIR:  0.03
Rural South Desktop Support ~ Transportation Low Resolved TTR Missed: No  TTR: 0.03
INC000000098869 _No Tier 2 None Symantec Endpoint Prote TIR Missed: No TIR: 0.22
Rural South Desktop Support ~ Transportation Low Resolved TTR Missed: No  TTR: 0.22
INC000000098930  _No Tier 2 None electronic Project Manag: TIR Missed: No  TIR: 0.04
Rural South Desktop Support ~ Transportation Low Resolved TTR Missed: No  TTR: 0.04
INC000000098957 _No Tier 2 None electronic Project Manag: TIR Missed: No TIR: 0.03
Rural South Desktop Support  Transportation Low Resolved TTR Missed: No  TTR: 0.03
INC000000098981 _No Tier 2 None None TIR Missed: Yes TIR: 4.77



Metro C Desktop Support Transportation Low Resolved TTR Missed: Yes TTR: 6.15
INC000000099004 _No Tier 2 None None TIR Missed: No TIR:  0.04
Rural South Desktop Support ~ Transportation Low Resolved TTR Missed: No  TTR: 0.04
INC000000099201 _No Tier 2 None None TIR Missed: Yes TIR: 2.39
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 4.41
INC000000099333 _No Tier 2 None None TIR Missed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.02
INC000000099335 _No Tier 2 None None TIRMissed: No TIR:  0.01
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.01
INC000000099338 _No Tier 2 None None TIRMissed: No TIR:  0.01
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.01
INC000000099340 _No Tier 2 None None TIRMissed: No TIR:  0.01
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.01
INC000000099342 _No Tier 2 None None TIRMissed: No TIR:  0.01
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.01
INC000000099346 _No Tier 2 None None TIRMissed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.02
INC000000099348 _No Tier 2 None None TIRMissed: No TIR:  0.01
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.01
INC000000099350 _No Tier 2 None None TIRMissed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.02
INC000000099351 _No Tier 2 None None TIRMissed: No TIR:  0.01
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.01
INC000000099353 _No Tier 2 None None TIRMissed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.02
INC000000099356 _No Tier 2 None None TIRMissed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.02
INC000000099358 _No Tier 2 None None TIRMissed: No TIR:  0.01
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.01
INC000000099360 _No Tier 2 None None TIRMissed: No TIR:  0.01
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.01
INC000000099364 _No Tier 2 None None TIRMissed: No TIR:  0.01
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.01
INC000000099409 _No Tier 2 None None TIR Missed: Yes TIR: 2.07
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 2.07
INC000000099430 _No Tier 2 None None TIRMissed: No TIR: 0.05
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.05
INC000000099435 _No Tier 2 None None TIR Missed: Yes TIR: 1.73
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 1.73
INC000000099540 _No Tier 2 None Adobe Acrobat 8.0 Profes TIR Missed: No TIR: 0.02
Rural South Desktop Support ~ Transportation Low Resolved TTR Missed: No  TTR: 0.02
INC000000099930 _No Tier 2 None None TIRMissed: No TIR:  0.01
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.01
INC000000099937 _No Tier 2 None None TIRMissed: No TIR:  0.01
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.01
INC000000099941 _No Tier 2 None None TIR Missed: No TIR:  0.04
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.04
INC000000099957 _No Tier 2 None None TIRMissed: No TIR:  0.01



Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.01
INC000000099959 _No Tier 2 None None TIR Missed: No TIR:  0.01
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.01
INC000000099962 _No Tier 2 None None TIR Missed: No TIR:  0.01
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.01
INC000000099963 _No Tier 2 None None TIR Missed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.02
INC000000100091 _No Tier 2 None None TIR Missed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.02
INC000000100094 _No Tier 2 None None TIR Missed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.02
INC000000100097 _No Tier 2 None None TIRMissed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.02
INC000000100325 _No Tier 2 None None TIRMissed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.02
INC000000100503 _No Tier 2 None None TIRMissed: No TIR: 0.05
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.05
INC000000100618 _No Tier 2 None None TIR Missed: No TIR:  0.03
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.03
INC000000100620 _No Tier 2 None None TIRMissed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.02
INC000000100622 _No Tier 2 None None TIR Missed: No TIR:  0.04
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.04
INC000000100763 _No Tier 2 None None TIR Missed: No TIR:  0.90
Metro C Hosting Transportation Low Resolved TTR Missed: No  TTR: 0.90
INC000000100839 _No Tier 2 None None TIRMissed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.02
INC000000100992 _No Tier 2 None None TIR Missed: No TIR:  0.04
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000100999 _No Tier 2 None None TIRMissed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.02
INC000000101070 _No Tier 2 None None TIRMissed: No TIR: 0.27
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.90
INC000000101107 _No Tier 2 None Novell GroupWise 32-bit TIR Missed: No TIR: 0.05
Rural South Desktop Support ~ Transportation Medium Resolved TTR Missed: No  TTR: 0.05
INC000000101219 _No Tier 2 None None TIRMissed: No TIR:  0.01
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.01
INC000000101221 _No Tier 2 None None TIR Missed: No TIR:  0.03
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.03
INC000000101445 _No Tier 2 None None TIRMissed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.02
INC000000101546  _No Tier 2 None Microsoft Windows XP Pi TIR Missed: No TIR: 0.11
Rural South Desktop Support ~ Transportation Low Resolved TTR Missed: No  TTR: 0.11
INC000000101716 _No Tier 2 None None TIRMissed: No TIR:  0.01
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.01
INC000000101886  _No Tier 2 None Sybase SQL Advantage TIR Missed: No TIR: 0.00
Rural South Desktop Support  Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000101889 _No Tier 2 None CutePDF Pro (Evaluation TIR Missed: No TIR: 0.00



Rural South Desktop Support ~ Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000101890  _No Tier 2 None CutePDF Pro (Evaluation TIR Missed: No  TIR: 0.00
Rural South Desktop Support ~ Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000102230 _No Tier 2 None None TIRMissed: No TIR: 0.19
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.19
INC000000102457 _No Tier 2 None None TIR Missed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.02
INC000000102460 _No Tier 2 None None TIRMissed: No TIR:  0.01
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.01
INC000000102467 _No Tier 2 None None TIR Missed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.02
INC000000102556  _No Tier 2 None electronic Project Manag: TIR Missed: No TIR: 0.03
Rural South Desktop Support  Transportation Low Resolved TTR Missed: No  TTR: 0.03
INC000000102729 _No Tier 2 None Novell GroupWise 32-bit TIR Missed: No TIR: 0.05
Rural South Desktop Support ~ Transportation Low Resolved TTR Missed: No  TTR: 0.05
INC000000102930 _No Tier 2 None None TIRMissed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.02
INC000000102935 _No Tier 2 None None TIR Missed: No TIR:  0.03
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.03
INC000000102939 _No Tier 2 None None TIR Missed: No TIR:  0.04
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.04
INC000000102970 _No Tier 2 None None TIR Missed: Yes TIR: 6.62
Metro C Desktop Support Transportation Low Resolved TTR Missed: Yes TTR: 6.62
INC000000103026 _No Tier 2 None None TIR Missed: No TIR:  0.03
Metro C Hosting Transportation Low Resolved TTR Missed: No  TTR: 0.03
INC000000103076 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000103080 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 2.29
INC000000103082 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 2.30
INC000000103084 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 2.32
INC000000103148 _No Tier 2 None None TIRMissed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.02
INC000000103289 _No Tier 2 None None TIRMissed: No TIR:  0.01
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.35
INC000000103292 _No Tier 2 None None TIRMissed: No TIR: 0.19
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.37
INC000000103308 _No Tier 2 None None TIRMissed: No TIR:  0.01
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.17
INC000000103312 _No Tier 2 None None TIRMissed: No TIR:  0.01
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.19
INC000000103317 _No Tier 2 None None TIRMissed: No TIR:  0.01
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.18
INC000000103324 _No Tier 2 None Microsoft Office Professic TIR Missed: No TIR: 0.08
Rural South Desktop Support  Transportation Low Resolved TTR Missed: No  TTR: 0.08
INC000000103347 _No Tier 2 None None TIRMissed: No TIR:  0.01



Metro C Desktop Support Transportation Low Resolved TTR Missed: No TTR: 1.04
INC000000103350 _No Tier 2 None None TIR Missed: No TIR: 0.82
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 1.03
INC000000103437 _No Tier 2 None None TIR Missed: No  TIR: 0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: No TTR: 0.21
INC000000103445 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.35
INC000000103467 _No Tier 2 None None TIR Missed: No  TIR: 0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.24
INC000000103491 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.81
INC000000103492 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.79
INC000000103494 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.78
INC000000103495 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.77
INC000000103498 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.76
INC000000103502 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.75
INC000000103512 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.68
INC000000103583 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.04
INC000000103598 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.31
INC000000103617 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.25
INC000000103621 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.20
INC000000103629 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.16
INC000000103631 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.15
INC000000103633 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.15
INC000000103702 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.02
INC000000103728 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.02
INC000000103733 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.02
INC000000103852 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.10
INC000000103853 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.09
INC000000103855 _No Tier 2 None None TIR Missed: No TIR:  0.00



Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.07
INC000000104289 _No Tier 2 None State Payroll Time Entry TIR Missed: No  TIR: 0.00
Rural South Desktop Support ~ Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000104307 _No Tier 2 None None TIR Missed: Yes TIR: 1.33
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 1.33
INC000000104312 _No Tier 2 None PrintKey-Pro TIR Missed: No TIR:  0.00
Rural South Desktop Support  Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000104530 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000104532 _No Tier 2 None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
Application
INC000000085836  Application Password None TIR Missed: Yes TIR: 2.15
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 4.60
INC000000086184  Application Error None TIR Missed: Yes TIR: 1.14
Rural Central Desktop Support Transportation Low Closed TTR Missed: Yes TTR: 8.92
INC000000086869  Application Password Utah Master Directory TIR Missed: No TIR: 0.16
Help Desk Transportation Low Closed TTR Missed: No  TTR: 0.16
INC000000087417  Application Password Utah Master Directory TIR Missed: No TIR: 0.10
Help Desk Transportation Low Closed TTR Missed: No  TTR: 0.10
INC000000087807  Application None Novell GroupWise TIR Missed: No TIR: 0.04
Rural South Desktop Support  Transportation Low Closed TTR Missed: No TTR: 0.04
INC000000087868  Application None Novell GroupWise TIR Missed: No TIR: 0.06
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.06
INC000000087888  Application None Novell GroupWise TIR Missed: No TIR: 0.06
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.06
INC000000088461  Application Reporting Microsoft Access TIRMissed: No TIR: 0.19
Rural Central Desktop Support Transportation Low Closed TTR Missed: No TTR: 0.19
INC000000089092  Application Password Utah Master Directory TIR Missed: Yes TIR: 1.04
Help Desk Transportation Low Closed TTR Missed: No  TTR: 1.45
INC000000089150  Application Error None TIRMissed: No TIR:  0.02
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.02
INC000000089261  Application Error None TIR Missed: No TIR:  0.03
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.08
INC000000089332  Application Password Utah Master Directory TIR Missed: No TIR: 0.49
Help Desk Transportation Low Closed TTR Missed: No  TTR: 0.83
INC000000089580  Application Reporting Novell GroupWise Admin TIR Missed: No TIR: 0.04
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.04
INC000000089670  Application Error None TIRMissed: No TIR: 045
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.45
INC000000090330  Application Password Utah Master Directory TIR Missed: No TIR: 0.27
Help Desk Transportation Low Closed TTR Missed: No  TTR: 0.27
INC000000090367  Application Error Novell GroupWise 32-bit TIR Missed: No TIR: 0.12
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000090395  Application Error Microsoft Office 2003 Prc TIR Missed: No TIR: 0.58
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.58
INC000000090457  Application Reporting Novell GroupWise Admin TIR Missed: No TIR: 0.08
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.08




INC000000090781  Application Password Utah Master Directory TIR Missed: Yes TIR: 1.47
Help Desk Transportation Low Closed TTR Missed: No  TTR: 1.47
INC000000091115  Application None ProjectWise TIRMissed: No TIR: 0.05
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.05
INC000000091137  Application Password Utah Master Directory TIR Missed: No  TIR: 0.05
Help Desk Transportation Low Closed TTR Missed: No  TTR: 0.05
INC000000091425  Application Password Utah Master Directory TIR Missed: No  TIR: 0.39
Help Desk Transportation Low Closed TTR Missed: No  TTR: 0.39
INC000000091793  Application Password Employee Gateway TIR Missed: No  TIR: 0.13
Rural Central Desktop Support Transportation Low Closed TTR Missed: No TTR: 0.13
INC000000091804  Application Error Employee Gateway TIR Missed: No  TIR: 0.05
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.05
INC000000091806  Application Error Employee Gateway TIR Missed: No TIR: 0.03
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.03
INC000000091808  Application Password Employee Gateway TIR Missed: No TIR: 0.03
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.03
INC000000091879  Application Error None TIR Missed: Yes TIR: 41.28
Metro C Desktop Support Transportation Low Closed TTR Missed: Yes TTR: 41.28
INC000000091884  Application Error Employee Gateway TIRMissed: No TIR: 214
Rural Central Desktop Support Transportation Low Closed TTR Missed: No TTR: 2.14
INC000000092117  Application Error Novell GroupWise TIRMissed: No TIR: 1.10
Rural Central Desktop Support Transportation Low Closed TTR Missed: No TTR: 1.10
INC000000092159  Application Error BlackBerry Enterprise Se TIR Missed: Yes TIR: 1.56
Capitol Desktop Support Transportation Low Closed TTR Missed: Yes TTR: 7.03
INC000000092673  Application Error Utah Master Directory TIR Missed: No TIR: 0.65
Help Desk Transportation Low Closed TTR Missed: No  TTR: 0.65
INC000000092719  Application Password PGP TIRMissed: No TIR:  1.01
Help Desk Transportation Low Closed TTR Missed: No  TTR: 1.01
INC000000092790  Application Error Contivity VPN Client TIR Missed: No TIR: 0.23
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.23
INC000000092805  Application Password Cisco Systems VPN Clier TIR Missed: No TIR: 0.04
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.04
INC000000092818  Application Reporting Cisco Secure VPN Client TIR Missed: No TIR: 0.06
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.06
INC000000092826  Application Reporting Employee Gateway TIR Missed: No TIR: 0.05
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.05
INC000000092830  Application Reporting Employee Gateway TIR Missed: No TIR: 0.08
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.08
INC000000092838  Application Reporting Employee Gateway TIR Missed: No TIR: 0.11
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.1
INC000000093006  Application None None TIRMissed: No TIR:  0.02
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.17
INC000000093014  Application None None TIRMissed: No TIR:  0.02
Metro C Desktop Support Transportation Low Closed TTR Missed: No TTR: 0.14
INC000000093033  Application None Novell GroupWise TIR Missed: No TIR: 0.07
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.07
INC000000093046  Application None None TIRMissed: No TIR:  0.01
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.36




INC000000093051  Application None None TIR Missed: No TIR:  0.01
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.36
INC000000093055  Application None None TIR Missed: No TIR:  0.01
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.35
INC000000093057  Application None None TIR Missed: No TIR:  0.01
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.33
INC000000093068  Application None None TIRMissed: No TIR:  0.01
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.33
INC000000093328  Application Error None TIR Missed: Yes TIR: 2.76
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 4.65
INC000000093463  Application Error None TIR Missed: No TIR:  0.04
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.43
INC000000093468  Application Error None TIR Missed: No TIR:  0.03
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.46
INC000000093475  Application None None TIRMissed: No TIR:  0.01
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.55
INC000000093482  Application None None TIRMissed: No TIR:  0.02
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.51
INC000000093485  Application None None TIRMissed: No TIR:  0.01
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.54
INC000000093487  Application None None TIRMissed: No TIR:  0.02
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.54
INC000000093550  Application Password Utah Master Directory TIR Missed: Yes TIR: 1.00
Metro D North Desktop Support Transportation Low Closed TTR Missed: No  TTR: 1.00
INC000000093700  Application Reporting Novell GroupWise TIR Missed: No TIR: 0.06
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.06
INC000000093704  Application Reporting Novell GroupWise TIR Missed: No TIR: 0.03
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.03
INC000000093708  Application Reporting Novell GroupWise TIR Missed: No TIR: 0.03
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.03
INC000000093709  Application Reporting Novell GroupWise TIR Missed: No TIR: 0.02
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.02
INC000000093714  Application Reporting Novell GroupWise TIR Missed: No TIR: 0.02
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.02
INC000000093718  Application Reporting Novell GroupWise TIR Missed: No TIR: 0.19
Rural Central Desktop Support Transportation Low Closed TTR Missed: No TTR: 0.19
INC000000093730  Application Reporting Novell GroupWise TIR Missed: No TIR: 0.04
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.04
INC000000093733  Application Reporting Novell GroupWise TIR Missed: No TIR: 0.02
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.02
INC000000093737  Application Reporting Novell GroupWise TIR Missed: No TIR: 0.04
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.04
INC000000093738  Application Reporting Novell GroupWise TIR Missed: No TIR: 0.04
Rural Central Desktop Support Transportation Low Closed TTR Missed: No TTR: 0.04
INC000000093751  Application Error None TIRMissed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.02
INC000000094484  Application Password Novell GroupWise TIR Missed: No TIR: 0.05
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.05




INC000000094491  Application Error Microsoft Windows XP Pi TIR Missed: No  TIR: 0.06
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.06
INC000000094500  Application Reporting Novell GroupWise TIR Missed: No  TIR: 0.02
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.02
INC000000094502  Application Reporting Employee Gateway TIR Missed: No  TIR: 0.04
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.04
INC000000095080  Application None Novell Messenger TIR Missed: No  TIR: 0.04
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.04
INC000000096468  Application Error Corel WordPerfect TIRMissed: No TIR: 0.16
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.16
INC000000096649  Application Error Internet Explorer TIR Missed: No  TIR: 0.05
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.05
INC000000096654  Application Error Corel WordPerfect TIR Missed: No TIR:  0.04
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.04
INC000000096658  Application Error Novell Messenger TIR Missed: No TIR: 0.06
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.06
INC000000096667  Application Error Internet Explorer TIR Missed: No TIR: 0.05
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.05
INC000000096796  Application Error None TIRMissed: No TIR:  0.02
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.02
INC000000096812  Application Error Microsoft Office XP Profe TIR Missed: No TIR: 0.05
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.05
INC000000096978  Application Password Utah Master Directory TIR Missed: No TIR: 0.33
Help Desk Transportation Low Closed TTR Missed: No  TTR: 3.54
INC000000097323  Application Password Utah Master Directory TIR Missed: No TIR: 0.24
Help Desk Transportation Low Resolved TTR Missed: No  TTR: 0.42
INC000000097347  Application Password Utah Master Directory TIR Missed: No TIR: 0.05
Help Desk Transportation Low Closed TTR Missed: No  TTR: 1.11
INC000000097384  Application Password Utah Master Directory TIR Missed: No TIR: 0.92
Help Desk Transportation Low Resolved TTR Missed: No  TTR: 0.92
INC000000097842  Application Error None TIR Missed: No TIR:  0.03
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.03
INC000000097856  Application Error Project Development Bus TIR Missed: No TIR: 0.03
Metro D North Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.03
INC000000097860  Application Error Novell GroupWise TIR Missed: No TIR: 0.21
Metro D North Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.21
INC000000098017  Application Error Project Development Bus TIR Missed: No TIR: 0.03
Metro D North Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.03
INC000000098313  Application Error None TIR Missed: No TIR:  0.30
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.30
INC000000098348  Application Error PrintKey-Pro TIRMissed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.02
INC000000098361  Application Error Corel WordPerfect TIR Missed: No TIR: 0.03
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.03
INC000000098367  Application Error Corel WordPerfect TIR Missed: No TIR: 0.03
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.03
INC000000098715  Application Password Utah Master Directory TIR Missed: No TIR: 0.54
Help Desk Transportation Low Resolved TTR Missed: No TTR: 0.54




INC000000098774  Application Password Utah Master Directory TIR Missed: No  TIR: 0.59
Help Desk Transportation Low Resolved TTR Missed: No  TTR: 0.59
INC000000098826  Application Password Utah Master Directory TIR Missed: No  TIR: 0.23
Help Desk Transportation Low Resolved TTR Missed: No  TTR: 0.23
INC000000099030  Application Error None TIR Missed: Yes TIR: 1.42
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 1.42
INC000000099423  Application Error Corel WordPerfect TIR Missed: No  TIR: 0.05
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.05
INC000000099426  Application None Employee Gateway TIR Missed: No  TIR: 0.09
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.09
INC000000099433  Application Error Microsoft Access 2003 TIRMissed: No TIR:  0.61
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.61
INC000000099479  Application Error electronic Project Manag: TIR Missed: No TIR: 0.03
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.03
INC000000099485  Application Error Corel WordPerfect TIR Missed: No TIR: 0.08
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.08
INC000000099505  Application Password Microsoft Access TIR Missed: No TIR:  0.09
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.09
INC000000099515  Application Error Project Development Bus TIR Missed: No TIR: 0.04
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.04
INC000000100348  Application Error Internet Explorer TIR Missed: No TIR: 0.08
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.08
INC000000100375  Application Password Cisco Secure VPN Client TIR Missed: No TIR: 0.06
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.06
INC000000100485  Application Password PGP TIRMissed: No TIR:  0.07
Help Desk Transportation Low Resolved TTR Missed: No  TTR: 0.46
INC000000101123  Application Error None TIR Missed: No TIR:  0.03
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.03
INC000000101132  Application Error Corel WordPerfect TIR Missed: No TIR: 0.05
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.05
INC000000101139  Application Error Employee Gateway TIR Missed: No TIR: 0.19
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.19
INC000000101436  Application Password Utah Master Directory TIR Missed: No TIR: 0.03
Help Desk Transportation Low Resolved TTR Missed: No  TTR: 0.68
INC000000101643  Application Password Utah Master Directory TIR Missed: No TIR: 0.45
Help Desk Transportation Low Resolved TTR Missed: No  TTR: 0.45
INC000000101717  Application Password Utah Master Directory TIR Missed: No TIR: 0.39
Help Desk Transportation Low Resolved TTR Missed: No  TTR: 0.84
INC000000101764  Application Password Utah Master Directory TIR Missed: No TIR: 0.67
Help Desk Transportation Low Resolved TTR Missed: No  TTR: 0.78
INC000000101792  Application Password Utah Master Directory TIR Missed: No TIR: 0.15
Help Desk Transportation Low Resolved TTR Missed: No  TTR: 0.42
INC000000101825  Application Error Project Development Bus TIR Missed: No TIR: 0.07
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.07
INC000000101833  Application Reporting Corel WordPerfect TIR Missed: No TIR: 0.05
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.05
INC000000101936  Application Error None TIR Missed: No TIR: 0.82
Metro C Hosting Transportation High Resolved TTR Missed: Yes TTR: 70.63




INC000000102579  Application Error Novell GroupWise TIR Missed: No  TIR: 0.03
Metro D North Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 1.74
INC000000102822  Application Error Novell GroupWise TIR Missed: No  TIR: 0.08
Rural South Desktop Support  Transportation Low Resolved TTR Missed: No  TTR: 0.08
INC000000102894  Application Error Novell GroupWise TIR Missed: No  TIR: 0.05
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.05
INC000000102900  Application Error Novell GroupWise TIR Missed: No  TIR: 0.28
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.28
INC000000102956  Application Error electronic Project Manag: TIR Missed: No TIR: 0.10
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.10
INC000000102965  Application Error Corel WordPerfect TIR Missed: No  TIR: 0.05
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.05
INC000000102972  Application Error Corel WordPerfect TIR Missed: No TIR: 0.03
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.03
INC000000102976  Application Reporting Novell GroupWise TIR Missed: No TIR: 0.08
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.08
INC000000103011  Application Password None TIR Missed: No TIR: 0.54
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.54
INC000000103040  Application Password Microsoft Windows XP Pi TIR Missed: No TIR: 0.05
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.05
INC000000103054  Application Error Novell GroupWise TIR Missed: No TIR: 0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000103055  Application Error Microsoft Access TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000103056  Application Error Microsoft Access TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000103219  Application Error None TIR Missed: No TIR: 0.05
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.05
INC000000103354  Application Password Utah Master Directory TIR Missed: No TIR: 0.53
Help Desk Transportation Low Resolved TTR Missed: No  TTR: 0.53
INC000000103426  Application None Microsoft Windows XP Pi TIR Missed: No TIR: 0.00
Rural South Desktop Support  Transportation Low Resolved TTR Missed: No  TTR: 0.18
INC000000103520  Application Error Internet Explorer TIR Missed: No TIR: 0.00
Metro D North Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 1.25
INC000000103584  Application Error Employee Gateway TIR Missed: No TIR: 0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.05
INC000000104186  Application Error None TIR Missed: Yes TIR: 1.35
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 1.35
INC000000104798  Application Error Novell GroupWise TIR Missed: No TIR: 0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
EIS Hardware
INC000000089071 EIS Hardware Printer None TIR Missed: No TIR: 0.31
Diebold Transportation Low Closed TTR Missed: No  TTR: 4.03
INC000000100354  EIS Hardware Printer None TIR Missed: No TIR: 0.06
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.06
INC000000102611 EIS Hardware None None TIR Missed: No  TIR: 0.29
Diebold Transportation Low Resolved TTR Missed: No  TTR: 2.56
INC000000102915  EIS Hardware PC/Laptop None TIR Missed: No TIR: 0.27



Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.27
Mobile Devices
INC000000087302  Mobile Devices Error None TIRMissed: No TIR: 0.05
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.05
INC000000087523  Mobile Devices Error BlackBerry TIR Missed: Yes TIR: 9.70
Metro C Desktop Support Transportation Low Closed TTR Missed: Yes TTR: 9.70
INC000000089525  Mobile Devices Error None TIRMissed: No TIR:  0.01
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.01
INC000000089591 Mobile Devices Error VZAccess Manager TIR Missed: No  TIR: 0.05
Metro D North Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.32
INC000000090295  Mobile Devices Error BlackBerry Configuration TIR Missed: No  TIR: 0.03
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.03
INC000000092254  Mobile Devices Error Novell GroupWise PDA C TIR Missed: No TIR: 0.07
Metro D North Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.07
INC000000095326  Mobile Devices Error Novell GroupWise PDA C TIR Missed: No TIR: 0.07
Rural South Desktop Support  Transportation Medium Closed TTR Missed: No  TTR: 0.07
INC000000098355  Mobile Devices Error BlackBerry TIR Missed: No TIR: 0.04
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.04
INC000000100109  Mobile Devices Error BlackBerry Enterprise Se TIR Missed: No TIR: 0.06
Rural South Desktop Support ~ Transportation Low Resolved TTR Missed: No  TTR: 0.06
INC000000100608  Mobile Devices Error Microsoft ActiveSync TIR Missed: No TIR: 0.06
Rural South Desktop Support  Transportation Low Resolved TTR Missed: No  TTR: 0.06
INC000000102475  Mobile Devices Error None TIRMissed: No TIR: 0.28
Capitol Desktop Support Transportation Low Resolved TTR Missed: Yes TTR: 7.81
INC000000103052  Mobile Devices Error None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000103424  Mobile Devices Error None TIR Missed: No TIR:  0.00
Rural South Desktop Support ~ Transportation Low Resolved TTR Missed: No  TTR: 0.05
Network
INC000000087362  Network Error VZAccess Manager TIR Missed: No TIR: 0.04
Metro D North Desktop Support Transportation Low Closed TTR Missed: No  TTR: 5.65
INC000000087738  Network Password None TIRMissed: No TIR: 0.05
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.05
INC000000088265  Network Error None TIRMissed: No TIR: 0.05
Rural South Desktop Support  Transportation High Closed TTR Missed: No  TTR: 0.05
INC000000088576  Network Password State Payroll Time Entry TIR Missed: No TIR: 0.10
Rural Central Desktop Support Transportation Low Closed TTR Missed: No TTR: 0.10
INC000000088859  Network Performance None TIR Missed: No TIR: 0.08
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.08
INC000000088884  Network None None TIR Missed: No TIR:  0.06
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.06
INC000000088888  Network Performance None TIRMissed: No TIR:  0.11
Rural South Desktop Support ~ Transportation Low Closed TTR Missed: No  TTR: 0.1
INC000000089563  Network Performance None TIR Missed: No TIR: 0.08
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.08
INC000000089574  Network Performance Novell Client for 32-bit W TIR Missed: No TIR: 0.05
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.05
INC000000089584  Network Performance None TIR Missed: No TIR: 0.07



Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.07
INC000000090088  Network Performance None TIR Missed: No  TIR: 0.08
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.08
INC000000090283  Network Error None TIRMissed: No TIR: 0.17
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000090294  Network Incident None TIR Missed: No TIR:  0.04
Metro D North Desktop Support Transportation Low Closed TTR Missed: No TTR: 2.54
INC000000091987  Network Password None TIRMissed: No TIR: 0.26
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.26
INC000000092649  Network Incident Video Phone TIRMissed: No TIR: 0.18
Rural South Desktop Support  Transportation High Closed TTR Missed: No TTR: 0.18
INC000000093048  Network None None TIRMissed: No TIR:  0.02
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.38
INC000000093460  Network None None TIR Missed: No TIR:  0.03
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.41
INC000000093950  Network Password Novell ConsoleOne TIR Missed: No TIR: 0.02
Metro D North Desktop Support Transportation Low Closed TTR Missed: No  TTR: 2.09
INC000000093959  Network Password Novell ConsoleOne TIR Missed: No TIR: 0.17
Metro D North Desktop Support Transportation Low Closed TTR Missed: No  TTR: 3.55
INC000000094409  Network Error None TIR Missed: No TIR:  0.04
Rural South Desktop Support  Transportation Medium Closed TTR Missed: No  TTR: 0.04
INC000000094496  Network Performance None TIR Missed: No TIR: 0.06
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.06
INC000000094558  Network Password None TIR Missed: No TIR:  0.03
Rural South Desktop Support  Transportation Medium Closed TTR Missed: No  TTR: 0.03
INC000000094560  Network Incident None TIRMissed: No TIR:  0.01
Rural South Desktop Support  Transportation Medium Closed TTR Missed: No  TTR: 0.01
INC000000094562  Network Incident None TIR Missed: No TIR:  0.00
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000095231  Network Password None TIRMissed: No TIR: 0.34
Rural South Desktop Support  Transportation Low Closed TTR Missed: No TTR: 0.34
INC000000095317  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.05
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.05
INC000000095719  Network Incident None TIR Missed: No TIR:  0.00
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000096235  Network Password None TIR Missed: No TIR:  0.04
Rural South Desktop Support ~ Transportation Low Closed TTR Missed: No  TTR: 0.04
INC000000096386  Network Error None TIRMissed: No TIR:  0.02
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.02
INC000000096459  Network Incident None TIRMissed: No TIR: 0.16
Rural South Desktop Support ~ Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000096491  Network Performance Novell Netware Connect TIRMissed: No TIR: 1.37
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 1.37
INC000000096650  Network Password Employee Gateway TIR Missed: No TIR: 0.03
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.03
INC000000096797  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.05
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.05
INC000000096887  Network Password Microsoft Windows XP Pi TIR Missed: No TIR: 0.07



Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.07
INC000000097326  Network Incident Novell GroupWise TIR Missed: No  TIR: 0.03
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.03
INC000000097916  Network Password Finance Data Warehouse TIR Missed: No TIR:  0.03
Rural South Desktop Support  Transportation Low Resolved TTR Missed: No  TTR: 0.03
INC000000097998  Network Password Novell Client for 32-bit W TIR Missed: No  TIR: 0.06
Metro D North Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.06
INC000000098345  Network Performance Novell Client for 32-bit W TIR Missed: No  TIR: 0.06
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.06
INC000000098428  Network Virus Symantec Endpoint Prote TIR Missed: No  TIR: 0.00
Rural South Desktop Support  Transportation Medium Resolved TTR Missed: No  TTR: 0.00
INC000000099254  Network Error None TIR Missed: Yes TIR: 10.95
Metro C Desktop Support Transportation Low Resolved TTR Missed: Yes TTR: 10.95
INC000000099325  Network Incident None TIR Missed: No  TIR: 0.02
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 3.23
INC000000100363  Network Performance None TIR Missed: No  TIR: 0.30
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.30
INC000000100642  Network Password Microsoft Windows XP Pi TIR Missed: No TIR: 0.07
Rural South Desktop Support  Transportation Low Resolved TTR Missed: No  TTR: 0.07
INC000000101148  Network Performance Employee Gateway TIR Missed: No TIR: 0.05
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.05
INC000000101195  Network Incident None TIR Missed: No  TIR: 0.63
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 3.28
INC000000101212  Network Password None TIRMissed: No TIR: 044
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.44
INC000000101823  Network Password Employee Gateway TIR Missed: No TIR: 0.05
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.05
INC000000102548  Network Password None TIR Missed: No TIR:  0.09
Rural South Desktop Support ~ Transportation Low Resolved TTR Missed: No  TTR: 0.09
INC000000103038  Network Error None TIRMissed: No TIR:  0.07
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000103369  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.41
Rural South Desktop Support  Transportation Low Resolved TTR Missed: No  TTR: 0.41
INC000000103431  Network Password None TIR Missed: No TIR:  0.00
Rural South Desktop Support ~ Transportation Low Resolved TTR Missed: No  TTR: 0.07
INC000000104352  Network Incident Mozilla Firefox TIR Missed: No  TIR: 0.00
Rural South Desktop Support ~ Transportation Low Resolved TTR Missed: No  TTR: 0.00
PC/Laptop
INC000000085784  PC/Laptop Virus None TIR Missed: No TIR: 0.56
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 2.32
INC000000087272  PC/Laptop Virus Microsoft Windows XP Pi TIR Missed: No TIR: 0.04
Metro D North Desktop Support Transportation Low Closed TTR Missed: No  TTR: 4.06
INC000000087359  PC/Laptop None None TIR Missed: No TIR:  0.04
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 5.72
INC000000087590  PC/Laptop Error None TIR Missed: No TIR:  0.04
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.04
INC000000087599  PC/Laptop Hardware None TIRMissed: No TIR: 0.13
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.13




INC000000087612  PC/Laptop Error Microsoft Windows XP Pi TIR Missed: No  TIR: 0.34
Rural South Desktop Support  Transportation Medium Closed TTR Missed: No  TTR: 0.34
INC000000087733  PC/Laptop Hardware None TIR Missed: No TIR:  0.03
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.20
INC000000088113  PC/Laptop Performance Symantec AntiVirus TIR Missed: No  TIR: 2.01
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 2.01
INC000000088153  PC/Laptop Virus None TIRMissed: No TIR:  0.01
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 4.03
INC000000088270  PC/Laptop Hardware None TIRMissed: No TIR:  0.51
Rural South Desktop Support ~ Transportation Medium Closed TTR Missed: No  TTR: 0.51
INC000000088300  PC/Laptop Hardware None TIR Missed: No TIR:  0.04
Rural Central Desktop Support Transportation Low Closed TTR Missed: No TTR: 0.04
INC000000088308  PC/Laptop Performance Norton AntiVirus for Winc TIR Missed: No TIR: 0.48
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.48
INC000000088358  PC/Laptop Virus None TIRMissed: No TIR:  0.01
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 240
INC000000088530  PC/Laptop Hardware None TIR Missed: No TIR:  0.04
Rural Central Desktop Support Transportation Low Closed TTR Missed: No TTR: 0.04
INC000000088583  PC/Laptop Virus None TIR Missed: No TIR:  0.03
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.03
INC000000088729  PC/Laptop Virus None TIRMissed: No TIR:  2.71
INC000000088729  PC/Laptop Virus None TIRMissed: No TIR: 0.28
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 2.71
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 5.38
INC000000089309  PC/Laptop Virus None TIRMissed: No TIR:  0.02
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.02
INC000000089344  PC/Laptop None None TIR Missed: No TIR:  0.03
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 2.36
INC000000089583  PC/Laptop Virus Symantec Endpoint Prote TIR Missed: No TIR: 0.03
Metro D North Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.49
INC000000089589  PC/Laptop Error Novell Client for 32-bit W TIR Missed: No TIR: 0.09
Metro D North Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.41
INC000000089634  PC/Laptop Performance None TIR Missed: No TIR: 0.73
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 2.62
INC000000089701  PC/Laptop None None TIR Missed: Yes TIR: 1.58
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 2.83
INC000000089754  PC/Laptop Performance None TIR Missed: No TIR: 0.07
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.07
INC000000089778  PC/Laptop Hardware None TIRMissed: No TIR: 0.14
Rural Central Desktop Support Transportation Low Closed TTR Missed: No TTR: 0.14
INC000000089844  PC/Laptop None None TIRMissed: No TIR:  0.01
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 1.55
INC000000089846  PC/Laptop None None TIR Missed: No TIR:  0.03
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 1.55
INC000000089976  PC/Laptop None None TIRMissed: No TIR:  0.01
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 4.07
INC000000089979  PC/Laptop Error None TIR Missed: No TIR:  0.03
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 4.05




INC000000090073  PC/Laptop Password None TIR Missed: Yes TIR: 4.16
Metro C Desktop Support Transportation Low Closed TTR Missed: No TTR: 4.16
INC000000090161  PC/Laptop Virus None TIR Missed: No TIR:  0.03
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.03
INC000000090165  PC/Laptop Virus None TIRMissed: No TIR: 0.05
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.05
INC000000090166  PC/Laptop Virus None TIR Missed: No TIR:  0.03
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.03
INC000000090278  PC/Laptop Hardware None TIRMissed: No TIR: 0.05
Rural South Desktop Support ~ Transportation Low Closed TTR Missed: No  TTR: 0.05
INC000000090282  PC/Laptop Hardware None TIR Missed: No TIR:  0.04
Rural South Desktop Support  Transportation Low Closed TTR Missed: No TTR: 0.04
INC000000090362  PC/Laptop Performance PGP TIRMissed: No TIR: 0.46
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.46
INC000000090446  PC/Laptop Performance Microsoft Windows XP Pi TIR Missed: No TIR: 0.05
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.05
INC000000090946  PC/Laptop Hardware Canon Digital Camera TIR Missed: No TIR: 0.08
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.08
INC000000091036  PC/Laptop None None TIRMissed: No TIR: 0.05
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 5.67
INC000000091625  PC/Laptop None None TIRMissed: No TIR:  0.02
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 2.02
INC000000092642  PC/Laptop Performance Microsoft Windows XP Pi TIR Missed: No TIR: 0.05
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.05
INC000000092854  PC/Laptop Hardware None TIR Missed: No TIR: 0.06
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.06
INC000000093012  PC/Laptop None None TIRMissed: No TIR:  0.01
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.15
INC000000093025  PC/Laptop Error None TIRMissed: No TIR:  0.01
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.10
INC000000093056  PC/Laptop None None TIRMissed: No TIR:  0.01
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.34
INC000000093060  PC/Laptop None None TIRMissed: No TIR:  0.02
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.32
INC000000093064  PC/Laptop Virus None TIRMissed: No TIR:  0.01
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.35
INC000000093065  PC/Laptop Virus None TIRMissed: No TIR:  0.01
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.35
INC000000093077  PC/Laptop Error None TIRMissed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.02
INC000000093472  PC/Laptop None None TIR Missed: No TIR:  0.03
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.47
INC000000093474  PC/Laptop None None TIRMissed: No TIR:  0.02
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.48
INC000000093938  PC/Laptop Error Google Earth TIR Missed: No TIR:  0.03
Metro D North Desktop Support Transportation Low Closed TTR Missed: No TTR: 2.18
INC000000093944  PC/Laptop Password Microsoft Windows XP Pi TIR Missed: No TIR: 0.04
Metro D North Desktop Support Transportation Low Closed TTR Missed: No TTR: 2.04




INC000000093948  PC/Laptop Error Microsoft Word TIR Missed: No TIR:  0.03
Metro D North Desktop Support Transportation Low Closed TTR Missed: No  TTR: 2.04
INC000000094348  PC/Laptop Performance None TIR Missed: No  TIR: 0.02
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.97
INC000000094351  PC/Laptop None None TIR Missed: No TIR:  0.01
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.37
INC000000094353  PC/Laptop Performance None TIR Missed: No TIR:  0.04
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.04
INC000000094354  PC/Laptop Performance None TIR Missed: No  TIR: 0.01
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 2.98
INC000000094368  PC/Laptop None None TIR Missed: No TIR:  0.03
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.28
INC000000094411  PC/Laptop None None TIRMissed: No TIR:  0.02
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.02
INC000000094504  PC/Laptop Hardware None TIR Missed: No TIR: 0.06
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.06
INC000000094944  PC/Laptop None None TIR Missed: No TIR:  0.03
Metro C Desktop Support Transportation Low Closed TTR Missed: Yes TTR: 9.49
INC000000095316  PC/Laptop Performance None TIR Missed: No TIR: 0.03
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.03
INC000000095829  PC/Laptop Performance None TIR Missed: No TIR: 0.03
Metro C Desktop Support Transportation Low Closed TTR Missed: Yes TTR: 6.14
INC000000096058  PC/Laptop Performance None TIR Missed: No TIR: 0.01
Metro C Desktop Support Transportation Low Closed TTR Missed: Yes TTR: 7.81
INC000000096265  PC/Laptop Hardware None TIR Missed: No TIR:  0.09
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.09
INC000000096445  PC/Laptop Hardware None TIRMissed: No TIR: 0.05
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.05
INC000000096502  PC/Laptop Error None TIRMissed: No TIR:  0.02
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.02
INC000000096508  PC/Laptop Performance None TIR Missed: No TIR: 0.01
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.01
INC000000096678  PC/Laptop Virus Virus Secure for Window: TIR Missed: No  TIR: 1.67
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 1.67
INC000000096822  PC/Laptop Performance Novell Client for 32-bit W TIR Missed: No TIR: 0.06
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.06
INC000000096882  PC/Laptop Performance None TIR Missed: No TIR: 0.03
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.03
INC000000097080  PC/Laptop None None TIRMissed: No TIR:  0.01
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.51
INC000000097082  PC/Laptop None None TIRMissed: No TIR:  0.01
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.51
INC000000097085  PC/Laptop None None TIRMissed: No TIR:  0.02
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 3.52
INC000000097475  PC/Laptop Virus None TIRMissed: No TIR:  0.02
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.02
INC000000097529  PC/Laptop None None TIRMissed: No TIR:  0.02
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.02




INC000000098111  PC/Laptop None None TIR Missed: No TIR:  0.02
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 2.63
INC000000098181 PC/Laptop Error Symantec Endpoint Prote TIR Missed: No  TIR: 0.04
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.04
INC000000098310  PC/Laptop None None TIR Missed: No TIR:  0.04
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.04
INC000000098335  PC/Laptop Hardware None TIRMissed: No TIR: 0.23
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.23
INC000000098374  PC/Laptop Error None TIR Missed: No TIR: 0.36
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.36
INC000000098425  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Rural South Desktop Support  Transportation Medium Resolved TTR Missed: No  TTR: 0.00
INC000000098830  PC/Laptop None None TIR Missed: No TIR:  0.03
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.16
INC000000099363  PC/Laptop Error Microsoft Office XP Profe TIR Missed: No TIR: 0.09
Metro D North Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 2.82
INC000000099417  PC/Laptop Error None TIRMissed: No TIR: 0.72
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.72
INC000000099464  PC/Laptop Error None TIR Missed: Yes TIR: 2.55
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 5.71
INC000000099491  PC/Laptop Error None TIRMissed: No TIR: 0.16
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.16
INC000000100115  PC/Laptop Error Microsoft Windows XP Pi TIR Missed: No TIR: 0.07
Rural South Desktop Support  Transportation Medium Resolved TTR Missed: No  TTR: 0.07
INC000000100501  PC/Laptop Virus None TIR Missed: No TIR: 0.06
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.06
INC000000100615  PC/Laptop Error Microsoft Windows XP Pi TIR Missed: No TIR: 0.08
Rural South Desktop Support ~ Transportation Low Resolved TTR Missed: No  TTR: 0.08
INC000000100639  PC/Laptop Error None TIR Missed: No TIR:  0.03
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.03
INC000000100950  PC/Laptop Performance None TIR Missed: No TIR: 0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 3.89
INC000000100951  PC/Laptop None None TIRMissed: No TIR:  0.01
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 3.89
INC000000101126  PC/Laptop Error None TIR Missed: No TIR:  0.08
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.08
INC000000101144  PC/Laptop Performance Novell GroupWise 32-bit TIR Missed: No TIR: 0.04
Rural South Desktop Support  Transportation Low Resolved TTR Missed: No  TTR: 0.04
INC000000101203  PC/Laptop Error None TIR Missed: No TIR:  0.31
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.31
INC000000101829  PC/Laptop Error None TIR Missed: No TIR:  0.03
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.03
INC000000101831  PC/Laptop Password PGP TIR Missed: No TIR:  0.04
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.04
INC000000102738  PC/Laptop Hardware None TIRMissed: No TIR: 0.05
Rural South Desktop Support ~ Transportation Low Resolved TTR Missed: No  TTR: 0.05
INC000000102838  PC/Laptop None None TIR Missed: No TIR:  0.03
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 2.75




INC000000102982  PC/Laptop Error None TIR Missed: No  TIR: 0.15
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.15
INC000000103083  PC/Laptop Virus None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 2.31
INC000000103306  PC/Laptop None None TIR Missed: No TIR:  0.01
Metro C Desktop Support Transportation Low Resolved TTR Missed: No TTR: 0.18
INC000000103373  PC/Laptop None None TIR Missed: No TIR:  0.08
Metro C Desktop Support Transportation Low Resolved TTR Missed: Yes TTR: 7.52
INC000000103383  PC/Laptop None None TIRMissed: No TIR:  0.01
Metro C Desktop Support Transportation Low Resolved TTR Missed: Yes TTR: 7.44
INC000000103469  PC/Laptop Error None TIR Missed: No TIR:  0.00
Rural South Desktop Support  Transportation Low Resolved TTR Missed: No  TTR: 0.05
INC000000103530  PC/Laptop None None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: Yes TTR: 6.14
INC000000103562  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.21
INC000000103580  PC/Laptop Virus None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.05
INC000000103601  PC/Laptop Virus None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.30
INC000000103605  PC/Laptop Virus None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.29
INC000000103609  PC/Laptop Virus None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.28
INC000000103619  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.24
INC000000103624  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.19
INC000000103626  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.18
INC000000103961  PC/Laptop None None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.02
INC000000104396  PC/Laptop None None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: Yes TTR: 6.47
INC000000104725  PC/Laptop None None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
Print/Copy/Scan/Fax
INC000000087393  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR: 0.05
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.05
INC000000087394  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR:  0.07
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.07
INC000000088336  Print/Copy/Scan/Fax None None TIR Missed: No TIR:  0.50
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 1.06
INC000000088564  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.09
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.09
INC000000089016  Print/Copy/Scan/Fax Error Code None TIR Missed: Yes TIR: 1.71
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 1.71
INC000000089216  Print/Copy/Scan/Fax Paper Jam None TIR Missed: No TIR:  0.10



Rural South Desktop Support ~ Transportation Low Closed TTR Missed: No TTR: 0.10
INC000000089313  Print/Copy/Scan/Fax Error Code Microsoft Windows XP Pi TIR Missed: No  TIR: 0.09
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.09
INC000000089556  Print/Copy/Scan/Fax Paper Jam None TIR Missed: No TIR:  0.08
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.08
INC000000089672  Print/Copy/Scan/Fax  Queue None TIRMissed: No TIR: 0.05
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.49
INC000000089762  Print/Copy/Scan/Fax None None TIR Missed: No TIR:  0.02
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.02
INC000000089852  Print/Copy/Scan/Fax Toner/Fuser/Ink None TIR Missed: No  TIR: 0.01
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 1.52
INC000000090054  Print/Copy/Scan/Fax Error Code None TIR Missed: Yes TIR: 4.47
Metro C Desktop Support Transportation Low Closed TTR Missed: No TTR: 4.47
INC000000090377  Print/Copy/Scan/Fax Error Code None TIRMissed: No TIR: 0.13
Rural Central Desktop Support Transportation Low Closed TTR Missed: No TTR: 0.13
INC000000091034  Print/Copy/Scan/Fax None None TIRMissed: No TIR:  0.02
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 5.68
INC000000091861  Print/Copy/Scan/Fax None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000092248  Print/Copy/Scan/Fax Paper Jam None TIR Missed: Yes TIR: 1.79
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 3.22
INC000000092968  Print/Copy/Scan/Fax None None TIRMissed: No TIR:  0.02
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.24
INC000000094235  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR: 0.36
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 2.55
INC000000094508  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR: 0.12
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.12
INC000000094565  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.00
INC000000096094  Print/Copy/Scan/Fax None None TIRMissed: No TIR: 0.15
Rural South Desktop Support  Transportation Low Closed TTR Missed: No TTR: 0.15
INC000000096382  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR:  0.02
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.02
INC000000096454  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.04
Rural South Desktop Support ~ Transportation Low Closed TTR Missed: No  TTR: 0.04
INC000000096643  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR: 0.05
Rural Central Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.05
INC000000096852  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.06
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.06
INC000000097320  Print/Copy/Scan/Fax Error Code None TIR Missed: No TIR:  0.08
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.08
INC000000097645  Print/Copy/Scan/Fax  Queue None TIR Missed: No TIR:  0.00
Rural South Desktop Support ~ Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000098351  Print/Copy/Scan/Fax Incident WebScan TIR Missed: No TIR:  0.04
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.04
INC000000098713  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.10
Rural South Desktop Support  Transportation Low Resolved TTR Missed: No  TTR: 0.10
INC000000098833  Print/Copy/Scan/Fax None None TIRMissed: No TIR:  0.01



Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.82
INC000000098843  Print/Copy/Scan/Fax None None TIR Missed: No TIR:  0.02
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.75
INC000000098891 Print/Copy/Scan/Fax Queue Microsoft Windows XP Pi TIR Missed: No TIR: 0.27
Rural South Desktop Support  Transportation Low Resolved TTR Missed: No  TTR: 0.27
INC000000099483  Print/Copy/Scan/Fax Incident Advanced LAN Scanner TIR Missed: No  TIR: 0.11
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.11
INC000000099552  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Rural South Desktop Support  Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000100173  Print/Copy/Scan/Fax Incident None TIR Missed: Yes TIR: 1.40
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 1.40
INC000000101115  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR: 0.26
Rural South Desktop Support  Transportation Medium Resolved TTR Missed: No  TTR: 0.26
INC000000101158  Print/Copy/Scan/Fax None None TIR Missed: No TIR: 0.06
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.06
INC000000101159  Print/Copy/Scan/Fax None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000101832  Print/Copy/Scan/Fax Error Code Project Development Bus TIR Missed: No TIR: 0.03
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.03
INC000000102331  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.03
Metro D North Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 2.41
INC000000102809  Print/Copy/Scan/Fax Error Code None TIRMissed: No TIR:  0.02
Metro C Desktop Support Transportation Medium Resolved TTR Missed: No  TTR: 2.96
INC000000103034  Print/Copy/Scan/Fax Queue PDF Converter TIR Missed: No TIR:  0.10
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.10
INC000000103053  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000103408  Print/Copy/Scan/Fax Error Code Sharpdesk TIR Missed: No TIR:  0.00
Rural South Desktop Support ~ Transportation Low Resolved TTR Missed: No  TTR: 0.10
INC000000103500  Print/Copy/Scan/Fax None None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.76
INC000000103589  Print/Copy/Scan/Fax None None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.38
INC000000104398  Print/Copy/Scan/Fax Error Code None TIR Missed: No TIR:  0.00
Metro C Desktop Support Transportation Low Resolved TTR Missed: Yes TTR: 6.45
Remote Connectivity
INC000000101837  Remote Connectivity ~ Performance None TIR Missed: No TIR:  0.04
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.04
INC000000102832  Remote Connectivity ~ Error None TIR Missed: No TIR:  0.06
Rural South Desktop Support  Transportation Low Resolved TTR Missed: No  TTR: 0.06
Server
INC000000100941  Server None None TIRMissed: No TIR:  0.02
Metro C Desktop Support Transportation Medium Resolved TTR Missed: No  TTR: 3.92
Telecom
INC000000087430  Telecom Hardware None TIRMissed: No TIR: 0.27
Voice/Data/WAN Services Transportation Low Closed TTR Missed: No  TTR: 0.28
INC000000087615  Telecom Call/Receive None TIR Missed: No  TIR: 0.35
Voice Operations Transportation Medium Closed TTR Missed: No  TTR: 0.50




INC000000090974  Telecom Voice Mail None TIR Missed: No  TIR: 0.07
Rural South Desktop Support  Transportation Low Closed TTR Missed: No  TTR: 0.07
INC000000091267  Telecom Voice Mail None TIRMissed: No TIR: 0.15
Voice Operations Transportation Low Closed TTR Missed: No  TTR: 0.38
INC000000092691  Telecom None None TIR Missed: No TIR:  0.06
Help Desk Transportation Low Closed TTR Missed: No  TTR: 0.06
INC000000094331  Telecom CrossTalk/Noise/Static None TIR Missed: No  TIR: 0.17
Voice Operations Transportation Low Closed TTR Missed: No  TTR: 1.06
INC000000095162  Telecom Dial Tone None TIRMissed: No TIR:  0.21
Voice Operations Transportation Low Closed TTR Missed: No  TTR: 0.21
INC000000095222  Telecom Voice Mail None TIR Missed: No TIR:  0.04
Rural South Desktop Support  Transportation Medium Closed TTR Missed: No  TTR: 0.04
INC000000095775  Telecom Feature None TIRMissed: No TIR: 0.18
Voice Operations Transportation Low Closed TTR Missed: Yes TTR: 7.00
INC000000097606  Telecom Dial Tone None TIRMissed: No TIR: 0.25
Voice Operations Transportation Low Resolved TTR Missed: No  TTR: 0.25
INC000000098070  Telecom Voice Mail None TIR Missed: No TIR: 0.20
Voice Operations Transportation Low Resolved TTR Missed: No  TTR: 0.36
INC000000099105  Telecom Coverage Path None TIR Missed: No TIR: 0.05
Voice Operations Transportation Low Resolved TTR Missed: No  TTR: 0.12
INC000000101108  Telecom Hardware None TIR Missed: No TIR:  0.08
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.08
INC000000101113  Telecom None None TIR Missed: No TIR:  0.04
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.04
INC000000101390  Telecom Dial Tone None TIRMissed: No TIR:  0.21
Rural Central Desktop Support Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000101765  Telecom Hardware None TIR Missed: No TIR:  0.38
Voice Operations Transportation Low Resolved TTR Missed: No  TTR: 0.41
INC000000102812  Telecom Call/Receive None TIR Missed: No TIR: 0.06
Rural South Desktop Support  Transportation Low Resolved TTR Missed: No  TTR: 0.06
INC000000104120  Telecom Dial Tone None TIR Missed: No TIR:  0.00
Rural South Desktop Support  Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000104125  Telecom Dial Tone None TIR Missed: No TIR:  0.00
Rural South Desktop Support ~ Transportation Low Resolved TTR Missed: No  TTR: 0.00
INC000000104190  Telecom Feature Novell GroupWise TIR Missed: No TIR: 0.00
Rural South Desktop Support ~ Transportation Low Resolved TTR Missed: No  TTR: 0.00
Wireless Connectivity
INC000000092371  Wireless Connectivity ~ Performance None TIR Missed: No TIR:  0.04
Rural South Desktop Support  Transportation Medium Closed TTR Missed: No  TTR: 0.04
INC000000093490  Wireless Connectivity ~ None None TIRMissed: No TIR:  0.02
Metro C Desktop Support Transportation Low Closed TTR Missed: No  TTR: 0.49




